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Abstract

The purposes of this research were to study the factors affecting service quality of airports
under the Department of Airports in Southern Thailand and to develop a model of service
quality for airports under the Department of Airports in Southern Thailand. This study employed
mixed research methods. The sample for quantitative research consisted of 400 domestic
departure and arrival passengers at Suratthani airport, Krabi airport, and Trang airport.
Questionnaires were used to collect the data for this research by using purposive sampling
and the data was then analyzed and results shown as frequencies, percentages, means,
standard deviations, Pearson correlations, multiple regression analyses, and exploratory factor
analyses with principal component analysis as well as the orthogonal rotation with varimax
rotation method. The qualitative research used in-depth interviews of 5 executives’ and
stakeholders’ perspectives by using snowball sampling. Content analysis was done for
the qualitative data.

The results of this research found that the respondents’ opinions on perceptions of service
quality were at a moderate level. The factor most affecting the service quality of airports
under the Department of Airports in Southern Thailand was tangibles. The model of service

quality of airports under the Department of Airports in Southern Thailand is as follows:
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1) Professional Service Provider, 2) Efficiency and Effectiveness Management, 3) Service Mindedness,
4) Service Tools Availability, and 5) Excellent Responsiveness.

Guidelines to develop the model of service quality of airports under the Department of Airports
in Southern Thailand are as follows: Professional service providers should 1) be enthusiastic,
2) manage to provide convenience and to handle any problems with efficiency and effectiveness,
3) focus attention on universal service principles and ensure the safety of the lives and property
of the passengers, 4) provide modern and sufficient service tools and equipment, and

5) improve and develop service in a consistent and continuous manner.

Keywords: Service Quality, Airport, Department of Airports
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a o

(Empathy) SiAnudNRusnsuIneg 1eildedn

1Y [y

N19EfANTzau 01 duAUAMNISUTNMIAUgUSNYal

NN (Tangbles) agauANNSURATOU (Responsiveness) Sianudunusnsuanegslusideddey

N920H
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M990 4 AIUFUTUTIETNINAUNINNITUTNITLAL AU TINE AR EIIIWILANUELAINTDIVITDINA

guludaiansaviternisenu luglinianneld

fruys Q1 Q2 Q3 Q4 Q5 S
Q1 1.000 315%* 016 121 018 047
Q2 1.000 -002 279% 205%* 146**
Q3 1.000 T769%* 662%% 849
Q4 1.000 T30%x 831%*
Q5 1.000 813**

S 1.000

**d v o ea v v o aad
UANUANNUTNIEAVUYAAYNNEDAN .01

a [

2) N1TIATIENNITOANDENYAUTENINAUAINAITUIAITUAZAIUNInoTla

Aedsd uIgAINazAINvaIineINIAe uludiansuvine n1Ae1y lugiaiaaaiald wudd

T8vEwadiuIu 3 au lewd AruausuRageu (Responsiveness) Aunisguatelald (Empathy)

wazaun1sUTEuANIUle (Assurance) muanau NsdutisdAgnieada .05
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M5 5 MFNATIVNITOANBENVANITEIINANAIMNITUSNSWarALTne lasadsg g EE N

YosinenAguludsinnsuinenniaey luglinmwnniels

fUseans .
. . Sig. a1au
U9y n1S0nnBY At .
(P-Value) | @1ngy
B Beta
Augliusnisileandin (Q1) 004 | .002 | .112 911
ANUNITUSINTINNNTRE19TUSEANTANLLAY 014 | .007 326 745
Useanswa (Q2)
AuNStalalun1susnig (Q3) 344 | 434 | 13.003 .000* 1
Fumsaanseusaseslousnms (Q4) 196 | 239 | 6.462 .000* 3
FUNNTROUALDIUS AN ST LA (Q5) 333 | 349 | 11.796 .000* 2
Adjust R? = .850,  Standard Error = .29175, F = 451.301, F Significance = .000,
Constant = .423, N =400
*p < .05

2. sUsuuRnmnsUsNsdmsurnenimeuludsiansuinenmeaeuluginiawnaals
2.1 NaNTIATIEIAUTENDULTIE1993 (Exploratory Factor Analysis : EFA)

v & o wa cal o v o Yo I3
Ipasruszneuniinuaudinannasindmun awsedaiungudiaus ddwau 5 esrusenay

A15197l 6 A Kaiser — Mayer — Olkin Measure of Sampling Adequacy

Kaiser — Mayer — Olkin Measure of Sampling Adequacy 847
Bartlet’s Test of Sphericity Approx. Chi-Square 7171.314
df 253
Sig. .000

2.2 jUuuugunnnsliuinmsvehameeuludeiansuiionasilugiiniawaniela

INHANITIATIT0IAUTENB U599 dadeauisathundmdusuuuunmnin

[

nshivinsvewionasuludiansuvitennisenuluglinawnnials laded
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N1IROUAUDIUINNG

Aduda

and 1 sliuuRuamnsiruinmsvesinemaguludiansuienagulugiinannialea

3. NANSAUNIYALTIAN
UM suisunsasadunIessuuUs MsmUuaAsunannis Sea Model (Service Excellence

Avenue) litevuuInansiunguLuuaannnsiuinsvesinetmaguludsiansuvitenae

v 1

lugfinauaniald awnsaasuladn glideyannsie drsdinnnufadiuiieiiunisiaun JUsuy

Y 9

Aunmmsivinsvewiemasudsinnsmitoineeu Tuglnawanials Wuldluomadesiu

9 5 2aAUTENaU Usenaume 1) augliuinisilesidn desilladnlun1suinis menisdandn

Service mind waganunsalideyansaAuuziinig q wigldusnislaegiegnaes Juadnain
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wuullauunadn” Wadadamudn 75% vestinviedieiNewmsuaun1eineafunsseus inusssy

v
o ) Y '

ward1539s5suyAtY Wudnvewiieguds (Woman travelgroup, 2556, saulai) lag 73%
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24 59%
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