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Characteristics of Ground Service Personnel of the Nok Airlines
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Abstract

The purpose of this research were as follows: this research is a qualitative research.The purpose of
research was to study characteristics of ground service personnel of the Nok Airlines.The result of study is
based on questioning 20 experts consisting of managers and supervisors working at Nok airlines in the field of
passenger services.Open-ended questions are applied together with 5 leveled-rating scale questions (Likert
scale) and Delphi technique as the questionnaire, median, and interquartile rage. The result of the study
revealed that Nok Airlines’ Ground Service Personals have 6 responsibilities which are greeting passengers,
giving flight’s information and booking, issuing boarding passes, boarding the passengers, arrival services,
and taking care of passenger’s baggage. Moreover, the experts highly agreed that Nok Airlines’ Ground
service Personals should have these 3 characteristics which are knowledge (aviation knowledge, service

knowledge, knowledge of safety at work, knowledge of aviation laws, knowledge on the job), skills (language
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usage, computer latency, problem solving and decision making, coordination, expertise), attributes

(accountability, teamwork, personality and emotional control, service mind, self-confidence) and results of

monitoring of ground service personnel of Nok airlines, all three. Expert opinions consistent high level and

can be used in every issue.

Keywords: qualification, ground service agents, Nok Airlines
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