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Abstract

Service quality is an important factor for business operations. The service quality can make
a difference to the airport business by helping to have a better market share than competitors.
[t can help the management to have better quality. The objective of this study is to examine
the service quality affected to customer satisfaction for the international airports in Thailand. The
sample of the study was the foreign passengers who used the 6 international airports under the
management of the Airports of Thailand Public Company Limited, a total of 250 people, which
used questionnaires as a tool for data collection. The analysis was used multiple regression. The
results of the study showed that the level of opinions of passengers on the quality of the airport
services. Passengers perceived the quality of services related to passport and personal identification,
followed by: ticket checking, finding a way, to secure, airport environment, airport facilities and
airport entrances and exits respectively. In addition, the test of the influence of service quality to
satisfaction show that service quality has a direct positive influence on customer satisfaction in 2
dimensions: security and airport entrances and exits only. The results of this study can be used
to improve the service quality of the airport to better meet the needs of passengers.

Keywords: Service Quality, Satisfaction, Airport, Aviation Industry
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