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Abstract

This research is a mixed-method study. The purposes of the research are to (1) analyze and
identify the root causes of error in the baggage handling system of a case study airport, (2) identify

potential projects as well as some guidelines to reduce baggage handling errors, (3) develop an Analytic
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Hierarchy Process (AHP) model of multi-criteria decision making to select the best project, and
(4) select the best project from among the competing alternatives. The research tools include a Cause
and Effect (fishbone) diagram, semi-structured interviews, and questionnaires based on AHP approach.
The results of brainstorming and root cause analysis, using fishbone diagram, with a group of five
experts, found that many root causes of error can be classified into five categories as follows: baggage
source message errors, baggage handling software errors, airline staff errors, operational procedure
errors, and baggage handling equipment errors. After that, interviews were conducted with three
experts to explore the potential projects as well as some guidelines to reduce baggage handling errors.
These potential projects are as follows: staff training projects; establishment of specific regulations
and penalties projects; public relations for standard operational procedures projects; development
of staff handbook (in Thai) and operation checklist projects; and in-house development of software
projects. Additionally, the project selection criteria are identified as follows: response to airport’s
development strategy; effective management; good cooperation with the staff; budgets; the potential
risks of implementing a project; and the potential benefits of implementing a project. Finally, the AHP
analysis results, comprised of 30 decision makers and experts, revealed that the best project was the

project of public relations for standard operational procedures in which its weight value was 0.232.

Keywords: baggage handling system, airport, analytic hierarchy process
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