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Abstract

The objectives of this thesis are to examine Thai passenger’s satisfaction of service at the
business class passengers lounge of Thai Airways International Public Co., Ltd. at Suvarnabhumi
Airport and to analyse the level of satisfactions affected by personal factors. The population used in
this research consisted of 223 Thai passengers with a questionnaire used as the tool for research. The
collected data were analyzed using statistical methods comprising of descriptive statistics namely
frequency, percentage, mean and standard deviation and inferential statistics: namely t-test and F-test
for hypothesis testing. The research found that the overall Thai passenger’s satisfaction of service at
the business class passengers lounge of Thai Airways International Public Co., Ltd. at Suvarnabhumi
Airport is at moderate level. The level of satisfactions affected by personal factors namely sex, age and
educational level do not have statistical difference at 0.05 significance level. The researcher recom
mends that Thai airways International Public Co., Ltd. should develop measures to improve the service
in accordance with the goals and strategies of the company focusing on service attendant attitudes, the

atmosphere and facilities inside the lounge.

Keywords: business class lounge, Thai airways international at suvanabhumi airport.
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