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Service Provision for Passengers at
Thai Airports under the Direction of the Civil Aviation Department
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Abstract

This paper reports on the survey study aiming to discover (1) Conditions of service to passengers,
(2) The state of the passenger services, (3) The relationship between the state and provide passengers with
condition to get the services of passengers, (4) Compared to the passenger the airport between groups
with high, medium and relatively low potential, (5) Comparison of the airport passenger service between
high, medium and relatively low potential. Questionnaires were used as the instrument for data collection
of 400 passengers at 6 terminals under the command of Department of Civil Aviation and 3 management
persons of each terminal. The statistics used to analyze the data were frequency, percentage, mean,
and standard deviation and the hypothesis was tested by Chi-square, Phi-Coefficient and One way
ANOVAs. The research found: (1) Passenger’s opinions toward the services of terminals relate to facilities,
services and entertainment provided were at average level in all services, (2) The study on management
person’s opinions toward the service of terminals provide, were at high level in all service. (3) Conditions
of service to the passengers of the airport in relation to the condition of the passenger service in overall
low level. (4) Difference terminal potential level caused the difference in the passenger opinion toward
the service level-in the following facilities provided, services provided and entertainment, (5) The services

to passengers amoung groups were not diference.
Keywords: services to passengers, airports, Civil Aviation Department
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