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Abstract

The purpose of this research were to (1) study the customer’s expectation of air cargo’s service quality at
Phuket Airport (2) study the customer’s perception of air cargo’s service quality at Phuket Airport and (3) study the
difference between customer’s expectation and customer’s perception of air cargo’s service quality at Phuket Airport.

The population of study was customers of air cargo’s service at Phuket Airport, which collected data by questionnaires

to group of sample total 400 people by simple random sampling. The data was analyzed by frequency, percentage,
mean, standard deviation and t-test. The research findings were : (1) level of overall customer’s expectation of air

cargo’s service quality was high level (X = 3.96) (2) level of overall customer’s perception of air cargo’s service
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quality was high level (X=4.15) and (3) the comparison between the customer’s expectation and customer’s perception

of air cargo’s service quality has a different at the statistically significant level of 0.05.The customer’s perception of

air cargo’s service quality was higher than the customer’s expectation. Thus, air cargo service provider may be use

results of research in publicity to attract customers who have never used the service.

Keywords: expectation, perception, air cargo’s service, Phuket airport
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