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Abstract

This research was a mixed-method study. The purposes of this research were to determine the key success
factors (KSFs) for flight operations of Nok Air and prioritize the KSFs by using Analytic Hierarchy Process (AHP)
based on the Resource-based view (RBV) theory of the firm. Experts who were decision makers consisted of five
flight operations officers and five commercial pilots. All of them had at least ten year experience in the field. Research
instruments included questionnaire and interview. Data were analyzed by descriptive statistics namely frequency,
percent, mean and standard deviation, and inferential statistics of independent t-test. Based on a literature review, an

interview and an assessment of the preliminary KSFs’ appropriateness in the context of the flight operations of Nok
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Air, the fourteen appropriate KSFs for flight operations of Nok Air were determined, in which, based on the RBV,
these KSFs could be classified into four categories including managerial resources, human resources, technological
resources, and financial resources. Results of the prioritization by the AHP method found that the most important
KSF was flight operation officers who had moral virtues and the second most important KSF was flight operation
officers with knowledge and experience suitable for the position. The most important KSF category was human
resources, and the second most important KSF category was managerial resources. While, the most important key
performance indicator (KPT) was the safety in flight operations, and the second most important KPI was efficiency

of flight operations.

Keywords: key success factor, flight operation, analytic hierarchy process, Resource-based view
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