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) . Is Your Airport Terminal Operating At An Optimum Level?
.‘h# CO”SU*t*ng IATA's Laval of Service (LoS) Concapt |8 the industry banchmark for optimum passanger terminal faciiities,

PASSPORT BOARDING
: - CHECK-N ya SECURITY CONTROL GATES
—
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DE PARTURE an sall-lagging and bag drop stafians are culling

o Wik Limas, Improving panssngors’ irval
axparianoe and nanusng in increansd aficisncy
In barme of space ullkzation and oparasons.

Imp-um barar control solutions
In the aneas of passenger data |
documant yerficatlon mnd other
regulsicey requiramants makes
emigrallon hossle-fres and
comiariable for passengars and

#th m ]

wi [l aptimizing security far barder ofcars,
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facikting
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Barding spacs 1.2 8 - 1.8

An featured

In the
IATA ADRM.
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‘ Waiting Times  CLASS
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M1319N 2.1 i‘]ﬂﬁh"mﬁﬂﬁ"l]‘LlfNEjiﬂtlﬁﬁmﬂ’]‘]_m"]ﬂ@ﬂﬂ (Departure Flight)

MNumber Dimension Variables Authors
1 Parlung facihties ACI (2011); Humphreys, Franciz and Fry (2002)
2 Enplamng curbside Corzeiz et 2l (2008)
Access ACT (2011); Graham (2003); Huomphreys et al. (2002); Fodness &
3 Awazilability of trolleys Musray (2007) (convenient location); Lubbe et al (2011)
(convement location); Yeh & Kuo (2003)
ACI (2011); Chen & Chang (2003) (converment check-n
4 Check: 2u weisking fise procedures); Correia et al. (2008) (check-in overzll evaluation);
Grzham (2005); Humphreys et al. (2002) (check-in satisfaction in
Checkoin general); Fodness & Murray (2007); Lubbe et al. (2011)
ACI (2011); Correia et al. (2008) (check-in overall evaluation);
Graham (2003) (stzff courtesy in general); Humphreys et al
E Coumi;ﬂ;i};eifﬁu]nees of (2002) fc(becL—zln satisfaction in geieem].), JFodnesl.: & iiuuaj.‘
(2007) {airport staff in general); Yeh & Kuo (2003) (airport staff
in generzl)
6 Secriity scrsaning soukmagines ACT (2011); Graham (2003]; H;E;nag}mers etal (2002); Yeh & Kuo
(2003)
. . . ACT (2011); Barros et al. (2007); Graham (2003) (staff courtesy in
7 Security screening ataey Md helpm:lness Bt gene;:al}; Fodness & Murray (2007) |_'a.i.tp0\rt sm.%f‘m general); Yeh
pecunity staff & Koo (2003) (sirport staff in general)
8 Security screening thoroughness ACI (2011); Corresa et al (2008); Fodness & Murray (2007)
9 Availlability of seats Barros et al. (2007) (in transfer area); Graham (2003)
10 Avalabality of todet facilities ACT (2011); Barros et al. (2007); Yeh and Kuo (2003)
Airpdetfaciities A ACI (2011); Barros et al (2007) (Internet a:ud !:t?lephone fal?iliﬁe,s};
11 Internet access, Wi-Fi Han et al (2012) (Internet and PC availabality at an awhne
lounge); Lubbe et al. (2011)
12 Awailabihty of electnical outlets Literature support was not found
13 Walking distance inside the ACT (2011); Correia et al. (2008); Graham (2005); Fodness &
terminal Muzzay (2007)
ACI (2011); Barros et al (2007); Chen & Chang (2003) (provision
14 Flight information screens of flight information); Graham (2003); Fodness & Murray (2007);
Orientation Lubbe et al. (2011); Yeh & Koo (2003)
Correia et al. (2008) (onmentation in general); Barros et al (2007)
. . . i ‘smdance, sions and directions); Chen & C (2003); Graham
B e Lg?zoos;.; H]frnnphre_\‘s etal (2002); Fodnessth?gMurm_\' (2007);
Lubbe et al. (2011); Yeh & Kuo (2003)
16 Comfort of airport seats Fodness & Murray (2007)
ACT (2011); Barros et al. (2007) (cleanhness of restrooms);
17 Cleanliness of airport facilities Fodness & Murray (2007); Graham (2003); Han et al (2012)
Comfort (toilets included) (zanitation and cleanhiness of an airline lounge); Humphreys et al.
(2002); Yeh & Kuo (2003)
18 Lighting Yeh & Kuo (2003)
19 Terminal crowding Graham (2005); Fodness and Murray (2007); Yeh & Kuo (2003)
ACI (2011); Cozreia et al. (2008) (concessions in general); Barros
20 Availabality of restausants/eating et al (2007); Graham (2003) (satisfaction with the range of
facilities commercial facilities); Fodness & Murray (2007); Lubbe et al.
(2011); Yeh & Kuo (2003
ACI (2011); Correza et 2l. (2008) (concessions m general);
I . e Graham (2003) (zatizfaction with the of commercial
2 Services Avallability of shopping facilities | ¢ e e o Nlucesy (2007); Lobbe ot al 2011}, Yeh &
Kuo (2003)
Valve for money of ACT (2011); Ba.qos et_a_]__ (2007); Graham (2005) (value for money
22 e of commercial facihties); Humphreys et al (2002) (shops in
restaurants/eating facilities )
gener
23 Value for money of shopping ACT (2011); Graham (2003) (value for money of commercial

facilities

facihties); Humphreys et al (2002)

ETRE Airport Level Service - Departing passenger's perception at small size airport
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ANUAITY BL.9ATUUTMIAN q dmTunguaieded 1FuTmsiierduvieen
@umaduaedsema saudesiueanuazainatelunienise1y (Airport

Facility) (31nA1N81Y)

One-Way ANOVA

v
Aa o

fes1naanuazaInmelumerniaey (Airport Facility) F Sig.

A o

Hosgulisuauiisane 4.839 001

v v

P AUNaDANTLAY 0.05

5

*

ZD

MM 4.62 wuhmafouieuseduauAaiiuveanduieiedlduias
derfiueoniduneiudalsamagudssieanuazainnielunieniseu (Airport
Facility) (34AN1N01E) ﬁmmum@iwaéwﬁﬁaﬁ1ﬁmw1aaﬁ§ﬁizﬁu 0.05 §1471 1 98 NA1AD
memseuiiiosgusiuauiisane

[ =) [

4 1 { ' o [ o a <
ﬂ]i‘]Qﬁ 4.63 Waﬂ'ﬁLﬂ§ﬂﬂlﬁﬂﬂﬂ']Lﬂafﬁgﬁ'n\if’]1fa|ﬂ‘]J§$ﬂ‘]Jﬂ'J']3Jﬁ']ﬂﬂJﬁ3ﬂigﬂﬂﬂaquﬂﬂlﬂu

g

Y0INGUAI0E19G 15UT M NerTuvIvemdun 19t ua 19l s2ine ao 3981170

ANVAZAINAG UMD INAY (Airport Facility) (3111UNA1UD1Y)

Bonferroni
Multiple Comparison Post Hoc ANOVA
UM

M () L4

Dependent Variable REOGH] Sig. Sig.
01¢ 01¢)

()

Wosguiiisuauiioane 918 20-30 1 918 31-40 1) 416 013 001
919 41-50 1) A440% 027

~ a d A = 1 A ' Y @ ]
ANATTNN 4.63 Nﬁﬁlﬂﬂ%ﬂlﬂiEJ‘]JmfJiJﬂHﬁmfJizﬂ’JNﬂmﬂUi%ﬂUﬂﬂMmuﬂlﬁm

YoINGUA08 19 1F T Maheriureeniduneiuanlszma ae desweanudzainniely

'
% U =

1 I ' v 1 ] 1 J
MaINAYIU (Airport Facility) Lﬂui']ﬁlﬂ WUN ﬂ@iﬁ]?ﬁ]fﬂﬂﬂﬁﬁl']q 20-30% mué’f’mm NMoINA

IS v

= o ~ U U [ L] d‘d = = L] o
YIUUUDIFUINIUIUNSINOUINNIINQUAIDY NN 878 31-40 1 ez 01g 41-50 1 pgaliodfey

g
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$ a J 4 [ [
MIN9N 4.64 LEAINANMTAATIEHANNLYTUTIUNAYD (One-Way ANOVA) 1HeINUTEAL
a [~ [ a 1 o @ ] o 1 a H a
ANUAITY BL.9ATUUTMIAN q dmTunguaieded 1FuTmsiierduvieen
Wunntuaalszme aunanaazmssivuadiuruanislunieniseiu

(Airport Orientation) (UNATNBIY)

One-Way ANOVA

Aamarazmsfimuad wrdamalumeInisenyt (Airport Orientation) F Sig.

’fl1EJiJf’JﬂTINﬂ181‘1491ﬂ"|5ﬁﬂ’ﬂ%!1’iﬂ"|$ﬁll 3.494 .008

A o

* U AgynadanIzaY 0.05
~ T I~ ~ [ Aa < 1 @ v 9Jq 9 a

INATIN 4.64 WUNMITEUNGVIZAVANVAARUYDINQUAIDI IR 1FUTNS
~ a 9 a 1 9 a o o 1 1
NEITUVIDDNFUN WD UANYTLNANUNANILAE NI HUAA U IN 18 TUN 19101781
(Airport Orientation) (TWUAAIND 1Y) WANNUANANDINNTBTIAYNNADANTEAD 0.05 1 1
9 1 A 1 = =
Y9 nafe Mmemasuiitheuennamelueimsianumnz ay

[ A [ a

H v { 1 o Y o <
mﬁnﬁ 4.65 NamiL‘]J?EJ‘}JLﬁEJummﬁfJizw3NmqﬂmwmmmmﬂmwimzﬂUﬂmMﬂﬂmu

9

YoINGUAI081A IFUTMIerTueenduniesiualszims ae Aaniauaz

MIMuUAAHUIN18TUN8INIAEIY (Airport Orientation) (3LUNAINOE)

Bonferroni
Multiple Comparison Post Hoc ANOVA
UM
) @ vA
Dependent Variable REOGH] Sig. Sig.
01¢ 01¢)
()
theuennuneluemsiinny | ©1g20-307) 918 31-40 1) 399* 007 .008
Hugauy

A a d A = ' = d Y Y <
11NA15199 4.65 WaIAT IS suToDAINATZ NI YA VTZAVANUAUVDS
YoINgUA108197 1HUT Msieriuneendumeduaialsemea ae Aemauazmsimuadumia
' . . . I ' ' 1w 1 Aa 2 3 9
Molun1emeeIy (Airport Orientation) 1Hlus10g WU nguAIeE1NTIBIY 20-30 T LAY
1 i\ = = ! 1 £ ' d'd =
71 momanuitheuennenelueimsiinnummngauninnnguiiediaiil o1g 31-40 1

IS v

08190 sd 1A

13
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4 a L4 { @ [
MI19N 4.66 LEAINANTAATIEHANNLYTUTIUNAEY (One-Way ANOVA) 1HeINUTEAL
a < [ a ' o [ 1w l a { a
AITUAALU U.AATUUINITAN ﬁ"lﬁﬁ‘]JﬂZj‘ﬁJ@'I'J?Jfl']\‘]éjsl%jﬂﬁﬂ"lﬁlﬁﬂ')ﬂu‘lﬂ@ﬂﬂ

dumadiuagszma AU 5e1NAN10INIASIU (Ambiance) (S1UNAWD1Y)

One-Way ANOVA
U55EMAMDINALY (Ambiance) F Sig.
fufioms vy, liflenidon 6.479 .000
Hosguilinnuaze vz ay 6.650 000
w1918 luemsiianurun ey 6.678 .000
gangiinelueimslinnumnzay 6.130 000

IS

* Y@ AYNNEANTEAD 0.05

o

A 1 I~ =\ Y a <3 1w (] 9Jq 9 A
1NAIT NN 4.66 W‘l_l'ﬂﬂ'lﬁ!ﬁl]ﬁEJ‘]_I!fﬂfJ‘]_l3$ﬂ‘]Jﬂ'J"I§JﬂﬂL1’iule@\‘lﬂ’q3Jﬂ'J’ﬂ‘c’JNIﬂGl,GlﬁJﬁﬂ'lﬁ

erdiuvioo A uUNNLUANLTZMAATIUTTOINANIBINIAIU (Ambiance) (SUNAINDIY)

v
aand v

Y '
Hanuuanavedeiiiednymeananszay 0.05 :119u 4 90 nanae MM uiNuNeIms

a

1 hivuniu hidieades, Hosganvesiioimaeulinnuazeiaming dy, taia ez gumgl

QU

mMaluo1msuANUHIIZ AN

g v A [ a

Y = 1 { ' Y ) <
ﬂ]ﬁ%ﬁ‘ﬁ 4.67 Naﬂ'ﬁlﬂﬁﬂ‘ﬂlﬁfJ'Uﬂ'll,ﬂaEli3W310@1Qﬂﬂ33ﬂﬂﬂ’ﬂﬂﬁ1ﬂﬂ]ﬂi@i$ﬂﬂﬂ’)'lllﬂﬂl‘ﬂu

g

v % 1 9Jq Y a { a 9 a 1 1
61]@\‘]ﬂq@JGI'JE]EJNEJi“H‘UﬁﬂﬁLﬁEJ’J‘]JH"IHE)E]ﬂLETu‘VIN‘]J‘L!G]N‘]Jiglfi/]ﬁ A0 UITYINHA

N101M 781U (Ambiance) (FUUNAINDIY)

Bonferroni
Multiple Comparison Post Hoc ANOVA
AU
) @) o
Dependent Variable aMnag Sig. Sig.
21y 21y
I-J
A A \ ' a =
Wunems lunuudy, 91920-301 | 019 31-40%) 499% 002 .000
luleaidon 014 41-50 1) 468* 018
21g81NN11 50 1/ 690% 001
Wosguilianuazetamunzay | 01920301 | 91g31-401 470 005 .000
91g 41-50 1) 605% 001
21g110N31 50 7 620% 006
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4 ' { 1 Y Y o w Y a <
M3197 4.67 wansnlFeuMeunndeszINeIiuTZAUANNAIAYNTETEAUANUAAITY
YoInguA106194 15U Msneriunesnduneiuaelszima ae ussoN e

M191MAYIY (Ambiance) (TWUNANDIY) (410)

Bonferroni
Multiple Comparison Post Hoc ANOVA
AU
) @ o
Dependent Variable aMRag Sig. Sig.
21y 21y
-9
waadnenelueinsi 91920-301 | 91g11nN3150 1) 543% 011 000
ANUHNZ AL
gamginelueinisl 91920-301 | 01931401 420% 023 .000
ANUHNZ AL 918 41-50 1 440% 049
919810131 50 U 714% 001

v [

* Ty AYNNaDANIZAY 0.05

~ a Jd A =1 1 = 1 [ o <3
INA1T190N 4.67 WalATIHToLINEUA NIRRT EHINDINVITLAVANUIH UYD
YoINguA108 19 1FuTMaeIiu e dun1eiua19lszing Ao UTTINANIDINIASIU
. I~{ 1 1 1w (] A = <3 Y 1 [} =\ dy A
(Ambiance) 113188 WU NGUAIBE1INTDIY 20-30 U HHUAIEI1 MO IMAITUNNUNDIATT
Tiwuwndu lidieades, Hesguilinnuazoramingdw, uasaienelueimsianumungau
a = 1 ] [ ] td‘d = =
wazgurginelue1msNANUKZANNINAIINGUAIE NN 018 31-40 1, ©1g 41-50 Tuay

L] A o

919110171 50 1 egaltiadAny
4 a 4 = { [ o
Vni”N‘ﬁ 4.68 uaaINamsAnTIzHANULsUsIumaae) (One-Way ANOVA) Lﬁﬁl’)ﬂ‘]ﬁi%ﬂﬂ
a < o a 1 o [ 1w 1 a { a
AITUAALYTU U.IATVUINITAN €] ﬁWW‘iUﬂQ‘JJGI’J@EJNPﬁ%UiﬂWiLﬁﬂ’J’Uu"lﬂ@ﬂﬂ

dunediuasszma auma TuTadesaund (Technology) (31UNAWD YY)

One-Way ANOVA
maluladia1sauna (Technology) F Sig.
MuaaIma Tulad s n1emeeu Ianunuaisninmie M uau 5.546 .000
= [ 1 9 Y a 3 A dy
ma TuTad a1, mMe1mAeIy ¥811ns 1HUTM5 5589V 1 3.912 004
mudsznuladumaTuTasnldusms a. Meineeu 7.225 .000

[
¥ o W an [

* ITo @AY NNADANIZAY 0.05
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A 1 I~ = Y a <3 1" @ (] 9Jq 9 A
INAITNIN 4.68 NUNMIUToVNGUIEAVANUAATUYDINGUAIDEH 1FUTNT
erduvieenduniaduaedszmadiuma TuTada1saunda (Technology) (S1unNAN01E)
1 1 v o w aa { Y o 1 1 Y] [l <3 1
lianuuananediivedAgneananszay 0.05 $1u2u 3 90 na1Ae (1) NGUAIBEIUAUT
=S 1 =1 @ ] [ [ d‘ [ @ [ [~ 1 =
ma TuTag o M10IMAsU UANUNUETENINILIMAUDY 9 (2) NquatedaiuIuna lulay
[ 1 Y Y a 3 A dgl 1 1Y 1 Y o =S
. MemAeIL 8 1rms 1HuTnITIIaE 9L tag 3) ngualednlsziinladuma lulad
d' Y a 1
nlAusms . menmetenu

[ 9 A [ a

$ 1 { ' @ ) <
ﬂ1§1~‘iﬁ 4.69 Nﬁﬂ’lilﬂgﬂﬂlﬁﬂﬂﬂnﬂafJﬁ$W'J’l\‘]fﬂfalﬂ‘ﬂﬁ3@Uﬂ3’li]ﬁ’l‘ﬂﬂ]ﬂﬁ'ﬂﬁgﬂﬂﬂﬁ'lllﬂﬂﬂ”iu

g

1 % 1 9q ¥ Aa d‘ a 9 a 1 1 =
ﬂlﬂﬂﬂ@hﬁ’m‘(’JNIﬂi"lf‘U‘iﬂTimEI’J‘U‘L!"IHE]?JﬂLﬁuV]NUu@]N‘ﬂigmﬁ (20G] L‘VIﬂILlIaEI

AIAUNA (Technology) (FUUNAINDIEY)

Bonferroni
Multiple Comparison Post Hoc ANOVA
M 6)] AIUAN
Dependent Variable 1 Sig. Sig.
01y 21y AuNaY (I-J)
uAawma Ty las ameimas| 819 20-301 | 819 31-40%) 428% 006 .000
Sanmiuaifoninhemdendun 91g010N31 50 U 682 000
malulad . Memae 58 | 81920-301 | 91gu1nn3150 1) 548 010 004
MWnslfusmssniasaiu
sulsetulotuma TuTadd 91920-301 | 01931401 416+ 007 .000
1RusmMs a1 e meu 91g 41-50 1/ 501* .003
91g11NN71 50 U 773% .000

o (%

* ITodAYNNaDANIZAY 0.05

A a < 1A =} 1 A 1 o o <
1NA1T NN 4.69 Nﬁ’JLﬂiW%‘ViL‘]Jifl‘]_lL‘VIEJ‘]J‘ﬂ"ILﬂaEJS%‘H'JNi’J"IfJﬂ‘]Jﬁ%ﬂ‘]JﬂfniJLﬁu"U@Q
1 v L] 9Jq Y Aa d' a 9 a J 1 =
m@ﬂﬂqu@ﬁ@fﬂﬂEﬂ“]f‘ﬂiﬂTiL’ﬂfJ'J”LIHﬂﬂ’t’)@ﬂlﬁﬂ%"lﬂﬂl!@?ﬁﬂiglﬂﬁ 23] LﬂﬂiuiﬁﬂﬁTiﬁu&ﬂﬁ
I~{ [ 1 " W 1 Aa a4 I U v = ]
(Technology) L‘iJLliTEJﬂ WU NYUAIBYINNDE 20-30 1l LWH@’JEJ’NWI?]TUIQEJ U.NIBVINIAYIU

=\ Y o 1 1 A =) 1 1 9 Y A 3 A d%’
UANUNUTNINIINIDINIAYIUD U, malulag . NVINFYIU $eldms InuTmssIaswau

]
[

uazilsziuladumaluTasniusms . Memaeu nnnngudiedaniienguinnii 50 1

k4
v = (4

[l A o o J @ ' Aa = 3 Y J = 1
YNWUUYITINY DANI NYUAIBYIINUDY 20-30 1) mumammﬂiuiaﬂ U.NIDINIFYTIU

57

[

= v Y 1 1 d' Y] dd‘ Y a 1
Tanunuaenmeimaguous vazlsziulenumalulagnlvusnms a. neimaeu

1 = v

1 v w T AA ~ o o a9
NTﬂﬂj’]ﬂquﬂ')@ﬂ'l\?VIjJ@’lq 31-40 1] DYNUUITIATUDNAIY

5]
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H a 4 { o v
MINN 470 LEAINaN1sAATIEHAMNLYTUTIUNIUASY (One-Way ANOVA) 118INUTEAL

a ' o a 9 o v ' a { A
ﬂ’JﬁJﬂﬂL‘l’iuﬁ}TJﬂ@ﬂﬂ’ﬂﬁ]EJﬂil!ﬂ"lWﬂTﬁ‘]JSﬂ"liﬁ”lﬁi‘]JﬂQiJﬁ'Ji’)ﬂNéi%ﬂiﬂTiLﬁﬂﬂﬂu

a 1 a 33| °
Moonduneduamlszma aumsainuins Iiiiuglsssy (Tangible) (Sumn

A1Y)
One-Way ANOVA
aumsasausmsliiugdsssu (Tangible) F Sig.
Memanuinmssamienyamnsndemoms IWusmsetamnzan | 3.611 007
memasudaassginsalifissnedonisliuims 3.265 012

A o v

* U AyMIaaNnIzaY 0.05
~ 1 = = [ a < 1 @ [l 9q ¥ Aa
INAN3190 4.70 WuNMISTEUMeVIZAUANUAATUYBINGUAIDINRA 1FUTMS
{ a a [ a I . o
erduesnduneiuaielszmaaumsad s il ugls35u (Tangible) ($wunam
1 1 Ao o w aaa o o J Y ] 3 1
1g) Ianuuana wediiied ynadanszay 0.05 31191 2 4o na1IAe (1) NGUAIBE WU
MeIMALIUIMIdARIoNYAaINTNS ouems IRUTMsed Mz ay 1ag (2) NgNAI0819
I~ 1 1 (% d A 1 Y a
WiuNMeImaeuIaassglnssltieanenens 1vusms

v A v

Y ' 3 ' Y Y o a <
MIaN 471 wamsnlTeumenaAunasIzHINe1giuTEAUANNAIAYHTOTZAUAINAAITY

g

YoINguA08 194 1FuTMstheriunesniduniaiiuanlszma asiladenanin

a a I )
mMsusmMImumsaseusms itlugsssy (Tangible) (Sunawey)

Bonferroni
Multiple Comparison Post Hoc ANOVA
) )} FIUA
Dependent Variable .4 Sig. Sig.
01y 01y Aunde (I-J)
MOIMANULMIIAATINYANNT | 018 20-30 1) 91¢ 31-40 335% 012 .007
Y A Y a 1
NSouNoms IS Myod 1Ny
memeouIaasgUnsaliisans | 814 20-30 1) 919 31-40 1) 357* 014 012
aoms U9

* AN IEANIZAl 0.05

o
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~ a < A a 1 = 1 o o <3
1A 4.71 HaIATIEHATELINEUANRAETENINOIEADTEAVANUA UV
1 LY ] 9Jqg ¥ A d‘ a 9 a 1 Y - a 9 Y
NQUAIRENA 1F DT ManeIu e UMl U aszma doiladenaun MM T MIaIumMIas g
a [ [ 1 1 1 @ [ { < 1 1
Usms it ugUsssu (Tangible) iHuseg wuin nqudedesniiony 20-30 1 Hiude11 Mo mAe
= Y] = Y A Y Aa 1 =\ [ d [
UMITARTENYAAINITNT DU IHUTMIRII UMz auLazinIInassginsaliiieaneds

1 IS v

msTRuTmsunnInguiiedaniienysznang 31-40 1 edniiisdiry
Y a L4 A @ @

MI9N 472 LAAINANIINATIEHANNUITIIUMARAYT (One-Way ANOVA) 1gINUIZAL
a ] 1 @ a ) o 1w ' a { a

anuAamudeaeilatenunMmsuIMIdmTunqualeded 1dusmsineniiu

eondun1etiu a1ua1ulaly (Attentiveness) (Suuna1mo1E)

One-Way ANOVA

v . .

auanlala (Attentiveness) F Sig.
msuugthuesd IHuTmMIasmunudens 2,671 032
AldusmadaTemalinulddnowdeasdoniey 3375 010
Jq ¥ a | R I
Aldusmsiuypeduiusnasedldusns 2.921 021
Aldusmslalegndmnszauedranuiion 3.026 018
* U AYNIaDaANIZAY 0.05

A J = = o a = 1w v Jyq ¥ A
NANTNN 4.72 wmmmﬂsfmmemszﬂ‘umwmﬂmmlam’qumamw“l%mms

erdiuneenduniiumlszmaseiladogunimmsuinmsauniuldls (Atentiveness)

o w aa @ [

@wuna1we1y) innuuana1vedeilodAyn1eanansza 0.05 :1u2U 4 40 na1fe

T @ ' < ' o Jq Y a Y 1w 1 < v
(D) ﬂEj.?JGl’JfZ]EJ"I\‘]LWH’J"Iﬂ"IﬁLLng"I"U?J\‘]Eﬂ‘ﬁﬂiﬂ'ﬁ@i\i@ﬂﬂﬂ??ﬂ@@ﬂﬂWi 2) NRANAIDYININUI

1 v 1

a a [ [ 1 1 o 1 < 1 a
dliusmsilaTemalinquiiedielddnomdeasdenise 3) ngudredrunungliusmsd

Q

1 @ 1 < T 9q Y Aa 1 9 [ [l
FUTM3 uag (4) ngualtediauiuglnuinmslalegnamnszavedia

U

v o JdAA T Yq Y a
UYBITUHUTNANDH |

k)

1 =
NNy
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v =) @

4 1 { 1 @ [ ) a ]
Vni]\‘iﬁ 4.73 Wﬁﬂ'lilﬂdifJ'lJl,ﬁEJ‘]JﬂHﬂaEligﬁ’JNEﬂEJﬂ‘]Ji%ﬂ’]Jﬂ'ﬂiJﬁ?ﬂiyﬂiﬂigﬂ’]Jﬂ’ﬂllﬂ@lfl’iu

YoINgUAIE 19 1FUTMserDuveeniduneiiuanisems aoilodonanin

msusmsaunwlale (Attentiveness) (Suuna1meIe)

Bonferroni
Multiple Comparison Post Hoc ANOVA
M 6)] AU
Dependent Variable .4 Sig. Sig.
01g 01g AuNae (I-J)
msuuzihvesd Inusmsnssa | 01920301 | 01931407 309% 031 032
AWADINT
gldusmadlalemalinmld | 01920307 | 01931-407 301* 047 | 010
Fnomdeaadonien
Jq ¥ a =Y v o Jdaa =l =
Alrusmsliuyyeduiuinade | 01920-30 1) 919 31-40 1) 327% 023 021
Jg ¥ Aa
Alausms
AldusmsldlagnAmnszavedia| 81920307 | 019 31-407 351 014 | 018
Mgy
S W o aad [
* YUIAAYNNADANTLAD 0.05

{ a EN = = 1 A 1 Y @ <
1INA15 19N 4.73 wadns1zrlTeufieunndes 1 119e g UTTAUAMAUYDS
nguAI9e 19 IUT Mgt uvIeonduneduanlszma aoilatenuninmsusmsaiu
1 . I 1 J 1 v 1 A =~ < 9 1 o
A1 1d 19 (Attentiveness) 1Tu5189 WU nguAIBEe1NT01Y 20-30 T 1HuA2891 N1TUNEZIh

Jq ¥ A Y Jq ¥ Aa a Y Y v 9y ¥ 1 9Yq ¥
Yo IRuTmIassmuanuaesns, gliusmadlaTemalimlddnowdoasdoares, §1d

Y a

a =1 1% % S Jq Y Aa 9 1 9 o [ (= [
‘]JﬁﬂﬁiJlllg‘HEJﬁ'JJW“L!‘ET]@@]’EJEﬂ%Uiﬂﬁ LLEWI%ﬂ‘l’i‘U'iﬂﬁclﬁclﬁlgﬂﬂTI/]ﬂi%ﬂ‘U?JfﬂQWHL‘VIEJiJNWﬂﬂ’N

1 A o

1 v 1 A 1 = °
NRNAIDYNNUDIYISHIN 31-40 1 egnaliadn

[

2

H a 4 { @ [

M9 4.74 wEaINans A IzHANNLLsUsIumafe) (One-Way ANOVA) NeINVTEAY
=1 1 @ 1 Jq 9 Aa a a 9 a 1

mquwa%mmﬂqumamq;ﬂ%mmimmuummaﬂmuwNuumqﬂizmﬁ

y s . o
AUDINNT (Organization) (IULUNATUDIEY)

One-Way ANOVA
MueIAnI (Organization) F Sig.
Auiawe lvdumtisuvesisnmemseu Insuntoaiioln 3.700 006
Aadiane lafuuasgiums IiuSmsvesuSinmeimseuinniloaiioals 3.731 .005

% as [

N AN NADANTZAL 0.05

o

)
*3
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d‘ 1 =) =) [ =< 1 [ 1 9Jg Y a
MNA3NN 4.74 nunMsnfssumenssauanuinane lvveangudeg g 15T ms
{ a a 1 o o 1 ]
Menduvieondundumanlszmad 11e9Ans (Organization) (S 1LNAWEIY) HATWIANA1OE1
Hedymeadansza 0.05 119U 2 1w nanae (1) nguiledeiiane laduatiouresUsEm

memsteu Ine uaz (2) ngualediane lanuuasgums 1FusmsvesusEnmeInaeIy

MmN 4.75 wamsulTeufiouanasszyiee1gnuszaunuNIwe lnueanquaiodis

Jq 9 a a a Y a ' Y J . . o
AlFUT N5 DUV AFUNIND LA TLUNA AUBIANT (Organization) (314441

U

AUD1Y)
Bonferroni
Multiple Comparison Post Hoc ANOVA
m @ AU
Dependent Variable - Sig. Sig.
01y 01y Aunae (I-J)
Auiane lanumtlouveusEn | 01920-307 918 31-40 1) 307% 029 006
momaeu Ineuntioadissla
Auitanelanumasgiumsld | 0192030% | 0193140 351 009 | .005
YINFVBIVTHNNINIAETU
9 =3
yndouiiedla

A o [

* U AYNIaDaNIZAY 0.05

A a 7 (A ~ ' = ' o o =
1INAII19N 4.75 M IzH)Ssumena R aessnINeIgissAuANNane 1a
o 199 Y a A a Y a v s L IS
YINGUAID 1A 1FUTMINeITUBDNEAUN 1T UANTZINA ATUIANT (Organization) 11114
1 1 1 @ 1 A A =3 @ 1A a o v
5189 WU NquAI0819Niley 20-30 T Hanuiane leduaiieuvesnsinmemaeulne
paziiane lafuinasgums IMUTMsveIuT ENMI0INAULINNIINGUA9819N T 1g5E I

1 A v v

31-40 1) pgatisdnay

g
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4 a L4 { @ [

Vni]\‘iﬁ 4.76 l!’(ff@\‘lWaﬂ'lﬁﬁ]mi'lgﬂﬂ'ﬂlluﬂiﬂi'J‘L!‘VI'I\‘I!aEJ’J (One-Way ANOVA) Lﬁﬂ?ﬂﬂigﬂﬂ
=< 1 Y 1 9Jq 9 a A a 9 a 1

ﬂ'ﬂﬂJW\ﬁNﬂi%ﬂlﬂﬂﬂquﬁflﬂEJN@GlGIf‘]Jiﬂ"ﬁL‘VIfJ?iJl!ﬂl?ﬂﬂﬂlﬁﬂﬂ?ﬁﬂﬂ@l?ﬂﬂi%ﬁlﬂﬁ

AUNITNIIY (Personnel) (S1UNANOIY)

One-Way ANOVA
MUNITPNY (Personnel) F Sig.
Aauiawe lvwiinamlyadnnmimnzauaems iusmsuindoaiioala 3.733 005
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d‘ = =) 1 d' 1 (% [ =1 1 w 1 Jq ¥
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Bonferroni
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Jq I 9 a
AlIusmsunieaiiisdla

S W

* ITo @AY NNADANIZAY 0.05



115

A a Jd A ~ 1 A 1 @ @ =<
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M319N 4.79 Waﬂ’liLIJ5E|‘]JL1/]flllﬂ'll,ﬂaﬂﬁgW'J’l\?@’lf!ﬂﬂigﬂﬂﬂj'lllW\‘]W@iﬂ%@\iﬂ@ﬂ@]jﬂﬂ’]\?fﬂi“}f
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One-Way ANOVA
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4 a L4 { @ [
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aunnuilaoanie (Safety & Security) (S1UNANBIE)

One-Way ANOVA
munanuaenne (Safety & Security) F Sig.
Aauiawe ladumsdamsmuTieusieniiniasgiu 3.966 004
= o o P o A o A AA
paane lafumsdamsdiumssuiemagmsalinnRuntAIgIU 4775 001
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Bonferroni
Multiple Comparison Post Hoc ANOVA
m )] AIUMNY
Dependent Variable *F Sig. Sig.
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MI19N 4.84 LAAINANITAATIEHANNLYTUTIUNIUADY (One-Way ANOVA) 1HeINUTEAL
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AN 19v03nquAI08 19 1 UT MM TiuvIso NtduN 1T U1 sEmaA

AUNTUTNST (Overall Service) (i]OMUﬂGniqu)

One-Way ANOVA
AUMIVIMS (Overall Service) F Sig.
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(ORI R PGRE))
Bonferroni
Multiple Comparison Post Hoc ANOVA
) 8)) FIUM
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Bonferroni
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a < 9 9Jq ¥ Aa A a 9 a 1 ]
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M3ANYI)
One-Way ANOVA
UI3EINMANIDINIALIH (Ambiance) F Sig.
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a g G o % =2
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One-Way ANOVA
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sualsziulesumaTuTadnldusms a. mhemae 7.370 .000
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1 1 d’ Y [ dd‘ Y a 1
NIINIDINMFAIIUD U LA (3) anusenvlanumalulagn 1vusms a. mermeeu

4 1 % @ @ <] 1
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(Technology) (i‘imuﬂmmzﬁumﬁﬂm)

Bonferroni
Multiple Comparison Post Hoc ANOVA
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Dependent Variable o ~ o - .4 Sig. Sig.
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NA5199N 4.91 Wﬁ?tﬂﬁ?%ﬁLﬂgfJ‘ULﬁfJ‘Uﬂ'J'liJLLﬁﬂﬁN3$W31Q3$ﬂﬂﬂ15ﬁﬂ}ﬂﬂ‘ﬂﬁzﬂ‘ﬂ
S 1w 1 99 Y a 4 a ¥ a v =
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MI19N 4.92  LEAINANITAUATIEHANULYTUTIUNIUADY (One-Way ANOVA) 1NeINUTEAL
=< 9Jq 9 a ~ a 9 a [} 1
mqu‘wa%mm@hmm'immuumaaﬂmummumqﬂizmﬁ . N1VINAYTU

qI3IUYN AMUNITNU (Personnel) (3MUNMNTLAVMTAA)

One-Way ANOVA
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= @ a A @ Y =
ﬂmWQWﬂiﬂﬂﬂuﬂﬁﬂﬂTW‘V]ﬂﬂl@ﬂWHﬂQ?ull'lﬂuﬂEl!Wﬂﬂiﬂ 3.274 .021
= A % =} a ~ 1 Y a 9 =
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AUYATNAIMNNATDININNIY (2) NgualRgiane lan i nauliyaanm iz auaons 14
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M9 4,93 wansSouiieuanuuanaaneszauMsAnInUIZAUAINTIN lnves
nquAI0E19Y 15Us MaMentiuveonduneiuaralszma dumiinan (Personnel)

(ii%L‘L!ﬂ@]”l‘JJigﬂw“]_lﬂ”liﬁﬂHT)

Bonferroni
Multiple Comparison Post Hoc ANOVA
1)) @ FIUAN
Dependent Variable o 4 o - .4 Sig. Sig.
STAUMSANE | STAUMSANEY | Auade (I-J)
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MI9N 4.94 LEAINAMIAATIEHANNLYTUTIUNAYY (One-Way ANOVA) 1HeInUsEAL

= 9Jq 9 a ~ a 9 A 1 1
ﬂ'JTJJW\‘IWf’J(lﬁ]EU?NEﬂﬂﬁﬁﬂﬁmEJ’J']JHGU”IE’)’E)ﬂLﬁUTINIIu@]1\1‘]J§$L°ﬂﬁ Y. MoINIAUIU

q257090 AIUNTZUIUMS (Process) (UNAWTEAUMSANY)

One-Way ANOVA

MUNTZUIUMS (Process) F Sig.
= o v o 9q 9 a o W Ay yo
Audane lanuanuansammzauvesminaudldvimsdmsvaunlasy 3.813 010
Y =
wounIBINoaiidla
=1 d‘ d' a 1 = [ 9 =
gaiane laiinszuumsmeriiuveenaalsemalulisnududoumnniioda 2.931 033
Auiane ludlosnnnszuaumsdmsuneriuueenaswanulszivlann 3.641 013
S dqu a
asanlduins
Aaiawe ladunszurumseIiuesnitiuias gruuntiosiiesla 3.437 017

v
o @ aaa

* U AyNIanaNIZAY 0.05

d' 1 =) =3 [ = 1 Y 1 Jq Y a
AINAITNN 4.94 ‘W‘]J’ﬂﬂﬁ!,ﬂilelL‘VIﬂUi%ﬂUﬂ?WNWQW@i%ﬂJ@QﬂQM@'J?JEJNE{I“H‘]Jiﬂﬁ

W8T U0 NMFUNINDTUAUTLNATIUATEVIUNST (Process) (SUUAMUTZAUMIANY)
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Auanuasammzauvesninaug liuimsdmsvaun lasuveunine 2) ngudiedi
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nquA29e 19 15UTMsMeriuvioondun1edua 192N AUNTZUIUNT

(Process) (ﬁmuﬂmmzﬁ’m”ﬁﬁﬂm)

Bonferroni
Multiple Comparison Post Hoc ANOVA
1)) @ aIUAN
Dependent Variable o 4 o - .4 Sig. Sig.
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Audiane lafuanuansn szaullTaanes | szaulsyanin 286* 005 010

v o Y9 ¥ a
LﬂW']&’ﬂ'lu"ll'ENWHﬂﬂu@GlﬁﬁJiﬂ']i
o w Ay Yo
mmmmw‘lmumuwmamn

9 =
Toaieela




127

M990 4.95 Nﬁfﬂi!ﬂﬁifJ’]J!,‘ﬁEJ“]Jﬂ'NiJLWIﬂG]IN‘VlNigﬁﬂﬂ'Iiﬁﬂ'ﬂWﬁﬂi$ﬁﬂﬂ’3'mﬁ\ﬁ/‘lﬁlﬁli]sll'ﬂﬂ
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A 9/
V1VDNNUUINTTIUNINUDY

Wigala

Bonferroni
Multiple Comparison Post Hoc ANOVA
1)) @ FIUAN
Dependent Variable o 4 o - .4 Sig. Sig.
STAUMSANEY | STAUMSADE | Aunde (I-J)
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M9 4.96 LEAINANTAATIEHANNLYTUTIUNRAYY (One-Way ANOVA) 1HeInUsEAL
= 9Jq Y a ~ a 9 A [ 1
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o =2
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One-Way ANOVA
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FZAUMSADE | szAUMSANE | Auady (1-J)

Audianelafumsdamsau seaulSaned | szaullSaanin 291 .006 008
Frou e AIgIv

=< @ @ Y o a2 ~ @ a
Auawe lainumsdanisau seaulSnned | szaulSganin 269% 012 005
mstlestiumaentiinasgiu

=2 @ @ k4 o a2 =) o a
panawe lanumsdanisau seaulSnes | szaulSyanin 263 017 013
msfuilemigmssinnaund
WATTIY

=3 [ T o a =} o a2
pamane lidumsaouauesne | szaufsagaes | szaulsganin 269% 014 005
AnuUMIANNTZNUMUAIY
aoase

[

* U AYNIIaDaNTZAY 0.05

NN 4.99 HAUAT LT sUNEUANUUANA NI ZHINTZAUMIANITUTZAY
= Vo T Yq Y a A A y A Y o
ANUNIND 19vaangudIvd N IFuTMametivveondunaiuawlsgma duanulaoass

1 @ 1 9 =

o @ I 1 1 o
(Safety & Security) (muuﬂmmzﬂ‘umiﬁﬂm) Lﬂuiw@ WU NANAIDINAIUMIANBITZAL
a =~ R o A U A @ FY = v As @ 9
‘]JiiluliluﬂﬁiWQWBGli]ﬂmii’N NA1IAD (1) NITIANITATUFIDUININUNIATIIU (2) NTIANITATU
[ { [ [ 4 a {
miﬂmﬂum@%’mﬁﬁmmgm 3) miﬂﬂmiéfmmﬁuﬁamqﬂﬁm@ﬂmuﬁﬁmmgm nag
1 o § LY U U LY 1 {
4) mmauaummﬁmumimﬁﬂimué’ﬁummﬂaaﬂnamﬂmmqmmmqﬁi}umiﬁﬂm

szaulsyanin



131

i a < § % U
319N 4.100 LAAINANTAATIEHANULLTUIIUNINAYD (One-Way ANOVA) 1N8INUTEAL
a 3 Jqg Y Aa A a 9 a 1 9 Y =
ﬂ')ﬁJﬂﬂWi‘Ll"lJ’ENEﬂﬂf‘ﬂifﬂiﬁ/]EJTLI‘L!slﬂ@ﬂﬂl,ﬁucﬂ"lﬂ‘ﬂuﬁﬁ‘]_liglﬂﬂ ATUNITLUION

N0 1NIAIU (Airport Accessibilities) (ﬁmuﬂmmzﬁmwhlé’f)

One-Way ANOVA
M3IDIMOINMALIY (Airport Accessibilities) F Sig.
theudadumadadihemasussydumadan 3.068 | .006
i;ﬂ%’udm?nm?mmﬂﬁmmmmzfm 3.027 006
M3 lagansassue lldameimaeuiinnuazainauie 2.765 012

IS

* YAy NanaNnIEAY 0.05

A 1 @ a < @
I0A15199 4.100 Wu MsfSouifieuszauanuAuLazsEAUANRIND 19
1 [ L] Jdg ¥ a ~ a 9 a 1 Y 9y =X 1
YRINQUAIBI 1A 1FUTNTNGITUVI00 NAUN T UANY TZNA AT1UNITIIDINIDIN A
(Airport Accessibilities) (SunauszavUs e 1) ianuuanavedisitodiagyneananszay
1 d‘ 1 A Y 9 Q' 9 1 9) [ [ 1 a
0.05 8¢ 31509 na1Ae (1) theudadumaludmemasuszdundanu (2) a5 udauso

9
FUVIDONUANUHNZ TN LA 3) M3 lagensansisae ldamemanuianuasainauie

Y = 1 @ Y o a < a
ﬂ"li]ﬂﬁ 4.101 Nafﬂ‘i!flﬁEI‘UL‘VIEl‘Uﬂ'NlI!L@lﬂ@lNgnll‘im"]‘Uﬁflhlg]jﬂUigﬂUﬂ31ﬂﬂﬂlﬁuﬂlﬂ\1§1‘§ﬂiﬂﬁ
A A Y o Y Y =2 1 .
L‘VlEITUumTﬂﬂﬂLﬁuﬂWﬂUu@1Qﬂ§$L%ﬁ ATUNITLVIDINTIDINIAYTU (Alrport

o eqa,e o [ Y.
Accessibilities) (mlLUﬂ@Hlliszﬂﬁlllﬂ)

Bonferroni
Multiple Comparison Post Hoc ANOVA
AINM
0 0 o
Dependent Variable o v o v ANy Sig. Sig.
szausela szauela
a-Jn
theudadumadadmernea | 15,001-30,000 1% | <15,000 1N 900* 003 006
sz uNIFay 30,001-45,000 U 488* .039
PATUAIVTNUTUVIDONN 15,001-30,000 L% | 110N 100,000 9 | .677* .001 .006
ANUHINZ ALY
M3 lagansasisas 15,001-30,000 U0 | 45,001-60,000 LN 622% 037 012
NIMAULANNAZAINEFLNY 31NN31 100,000 19 | .687* 004

A o o aad

* P AYNNADANTEA 0.05
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~ a < A =} 1 [ Y o 2
AN 4.101 HaAT1z¥SsusuanutanaaIuseaue lanussay

a <3 [ =< 1 o [} IJq ¥ a ~ a 9 a
ANVAAHULAZTZAVANUNIND 19 VDINGUAI0E19A 1FVTNITINeITUVIDDNIFUNIITY
1 kY 9y =X 1 . e . o [ Y I 1
Antlszma AunsaeInseIu (Airport Accessibilities) (S 11UnAMIZADT 1 1R) 1T U109
' Vo Y ] ' =< o A ) v
WU (1) nguA0819AN 518 18521919 15,00 30,000 Lnitane laduiFosanudanuvesthends
FUN9IUT1191MAGIU WINNIINGNA2819NHT18'IARIN IS 011D 15,000 UINLAZ

v T Ya v ' = o A
30,001 — 45,000 D (2) NQUAIDEENT18TATZ19139 15,000 — 30,000 DIMTawa lar G0

9 v

AN FUVDIIAS VAT U FUVIDONUINN NGB8 1T TdNINAT1 100,000 DN
uaz (3) nauA2081943i5 1818581313 15,000 — 30,000 LInTiene lanuiTeesnNudzAINALIBYDS
ms lagensensisae Lo imagiuuinniingualed1aniisie'ld 45,001-60,000 vnuaz

11AN21 100,000 V1N

H a o { Y] [
msnﬁ 4.102 LL?WNNaﬂ']'i’Jlﬂ§1$ﬁﬂ’J'liJLL‘]Jﬁ‘]Jﬁ?MTTN!aEJ’J (One-Way ANOVA) L?\EJ”Jﬂ‘U'i%ﬂ‘U
a = 9Jq ¥ Aa A a Y a 1 9
ﬂ’ﬂllﬂﬂm’uﬁll’f)\itﬂsl‘]f‘ﬂiﬂﬁmfJ’J‘]Ju"lﬂ@fJﬂlﬁu‘VlN'Uu@Nﬂi%mﬁ ATUNISUIUNIT

731992 1A8a13 (Check-in Process) (3 MUNANITEAUT 19)

One-Way ANOVA

AITVIUMIATIVNIA8AS (Check-in Process) F Sig.
FEUUMIATINN LABaTUANN U DD 3.458 .002

v
IS aad

* PledAynananszal 0.05

A 1 o a < o
1NN1T NN 4.102 ‘W‘U’J'lfﬂi!ﬂg‘(’J“]JLﬁfJ']Ji%ﬂ'Uﬂ’ﬂllﬂﬂlﬂulla%igﬂﬂﬂ'ﬂﬂﬁiv\lfﬂﬂ

YoINGUAI0E 1A 1FUT MM Tuneendumedua9ilszma AunszuIumsasa lavais

]
@ aad

(Check-in Process) (“D)WLLUﬂﬁiiJigﬁiJﬁWﬂllﬁ) HANUUANA 1IN NI IAUNNADANTZAY 0.05

9

1A A J A A A ot
DY 1 1503 NANIND ANUUAFONDVOITZTUVATINA LABES
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q’ ~ [ @ Y v [ a < 9Jq ¥ A
M3197 4103 HamafSeufieunnuIaNa A NIZA LT IAnUsZAUANNAMA LYY 1FUT s
MUV MFUN D UM TLNA A1UATSUIUMTATIVAI TA8ANT (Check-

in Process) (ﬁ‘]’nmﬂmmxﬁmw"lﬁ’)

Bonferroni
Multiple Comparison Post Hoc ANOVA
AU

@ (8)) .o

Dependent Variable ° v o v ANay Sig. Sig.
szauagla szausela

a-J)

FEUUNMITNTINAI lAeans i 15,001-30,000 110 | 30,001- 45,000 11N 564* 001 002
ANV YD 60,001-75,000 119 466* 038

f
A o @ aad [

* Nuﬂﬁ'"lﬂfgﬂﬁﬁﬂ@mi%ﬂﬂ 0.05

~ A P = ' o Yo o
1NA13199 4.103 Ma AT 1zHIS suieuaNLana e INITEaus18 1an T e AL
a < 1 @ 1 a y A a 0
ATNAMALUDINANAIDE NG 1V Maerdueendunduaa)szms SMunszUIuNTATI
:J . o @ Y I 1 v 1w 1 Iy Y '
#2198a15 (Check-in Process) (%1LL1JﬂG]13Ji$ﬂ1J51ﬂllﬂ) Lﬂuﬁﬁlﬂ meﬂqmmamwmmllmzw’m
15,00 -30,000 V1M aWe 191 1UI509A1INHIFODDVDITZUUATIIN 1AGAITUINATINGUAIDE1S

751814 30,001 - 45,000 VINUAL 60,001-75,000 VIN

H a 4 { 1Y [
VniNﬁ 4.104 LEgaanans ATz A NN sUsIumufe) (One-Way ANOVA) NEINVTEAY
a =] Jq 9 Aa A a Y a 1 Y
ﬂ’JﬂJﬂﬂLﬁu‘U’fNEﬂclf‘ﬂiﬂ"ﬁ!“I/lEJ’J‘]_Iuﬂﬂﬂﬂﬂ!ﬁuﬂﬂﬂuﬂﬁﬂﬁgmﬁ AMUVITTYINIHA

Mo MU (Ambiance) (ﬁmumnmzﬁmm”lﬁ’)

One-Way ANOVA
VI5EIMANDINALIY (Ambiance) F Sig.
firfninsefisnauioane 2.182 044
9aluSnsA sty (Bank, ATM, Exchange) ii1uauiiioanatazmunzay 3.267 .004

[l
v o w aad

* PledAYNNaDanNTzaAY 0.05

o

A 1 I~ = Y a <3 1w 1 9q ¥ Aa
NAITNN 4.104 ‘W‘U'J']ﬂTiL‘lJi‘c’J‘UW]fJ‘UﬁZ@I‘Uﬂ’NllﬂﬂLﬁum@ﬂﬂquﬁﬂﬂﬂNtﬂi“ﬁUiﬂ'li

MeITUVIDDNFUNND UM TLNA A1UVITEINMANIDINABIY (Ambiance) (SUUNAIUTEAD

1
aadg v

Y 1 1 A v o W I o A 1 A o
5']‘(’11@) UANUUANA NI WUUITIAYNNADANITEAU 0.05 WU MU 2 1599 NAIAD (1) U

v
v W

Mininge uaz (2) 9 1FDTMIAMMIITY (Bank, ATM, Exchange) 13 1 auiiieswouaginang au
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q’ ~ [ @ Y v [ a < 9Jq ¥ A
M3197 4105 HamsSeufiounnuIaNa A NIEA LT IAnUsZAUANNAMA LYY 1FUT s
MeINUVDONMFUNNT UM TNA AIUVTTEIMANIDINIAIU (Ambiance)

(i‘imuﬂmmzﬁmw"lﬁ')

Bonferroni
Multiple Comparison Post Hoc ANOVA
LRITERE
) 6)) .o
Dependent Variable ° v o v ANay Sig. Sig.
seauela szaunela
I-3)
NMisinsoldmuiesne 15,001-30,000 UM | 1N 100,000 VN 559% 045 044
yaliuimsdumsitu 30,001-45,000 1M | 75,001-100,000 0 | -479% | 039 | .004
(Bank, ATM, Exchange) i
IUIUNIINOLAZINIZ A

S W

* ITa @AY NNaDANIZAY 0.05

A a d A = 1 o Y v [
91013199 4.105 HaAT 1z KT eueuaNULanA19918T AU 18 1an U A1
a <3 1 o ] a { a a 1
ANuAAuYeINguA10819d 15uTMsiRerTueenduMeuaesms AuusseInIa
[ o @ I~ 1 1 1 Y] 1 1
N10INAE M (Ambiance) (S uunawszavs181A) Wusieg wu (1) nquaededliselasz i
= v d‘ d' u'J [ A o = U J [ L] dld 9 1
15,00 -30,000 1niawe lanuiFeeiiainsolis waniissneinnningualegesidiseg launn i
' RO ' Aa P = o A Y a Y
100,00 U1 1Az (2) NAUARIE1NITI8 1A 30,001 - 45,000 U Wawe lanuiTeegaldusnsAIu
M313U (Bank, ATM, Exchange) i1uuiiganouaz vz auunniingualedaniisiela

75,001-100,000 LN

Y a 4 { @ @

ﬂ'li]\iﬁ 4.106 aaINansaaTzraNNLlsdsIumane? (One-Way ANOVA) NEINVIZTAY
a [~} 9q Y a A a Y a 1 9 Aa

ﬂ'NllﬂﬂL‘HL!GIJENQﬁlsb"ﬂ'ifnﬁmfJ')‘]Ju‘UT@@ﬂ!ﬁuﬂNUu@]Nﬂﬁgmﬁ ATUNITUINIT

MOIMALIY (Airport Services) (S1UAMNTEAVTI8 1R)

One-Way ANOVA
MSUIMIMIMALNY (Airport Services) F Sig.
Lupniisiaznsoaniiswiioame 2.676 015
99 Information Counter 19U M 308193152 @NTA M 3.415 003

* e AN aaNIZa 0.05

3
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A 1 I~ = o a <3 1w 1 9q ¥ Aa
INANI 1N 4.106 WUNMITEUNBUTLAVANVAATUVDINGUAIDEI A 1FUT NS
Menduneandumatuaalszma MuUmMIVIMINIBINAGIY (Airport Services) (SWUANY
] Y. A [ 1 A o o Aaa o I o A 1 A
szaus1'ld) innuuanaisedeliedingynieananszau 0.05 1usiuau 21599 nade
Y A A Ao ~ . Y Aa l =
(1) U0 IMTUAZIATOIANTTIUIUNEIND tiag (2) 9 Information Counter THUTN13DE131]

sza@nsnn

d' = 1 Y] Yo @ a < 9q ¥ A
M99 4107 wamsnfeudisuaruuananaszause lanuszauaLAa Ul IFuT s
Menfiuvieenduniaiuaadsema a1un13uTN5N191A1AEIU (Airport

Services) (AT AUT18'1H)

Bonferroni
Multiple Comparison Post Hoc ANOVA
AIUA
) 0) N
Dependent Variable . r o o ANay Sig. Sig.
szaungla szausela
a1-J)
%JWUE)”IHﬁLLﬁgLﬂ?ENﬁNﬁ 30,001-45,000 LUIN| 75,001-100,000 V1N -.443%* .043 .015
UIUHEIND
99 Information Counter 15,001-30,000 U | 30,001-45,000 UIN .681% .002 .003
IWusmsedaiilszansam 11NN 100,000 LN 530% 026

ISICY U

* U AyNIanaNnIzaY 0.05

A a Jd A ~ 1 @ Y v @

INAITINN 4.107 Nﬁ’JLﬂi13‘ViL‘]JiEJUWIEJ‘]Jﬂ’J"I?Jl,mﬂ@T\‘]ﬁ"liJﬁgﬂ‘]JiﬁlhlﬂﬂUi&ﬂU
a < T W ' Jgq ¥ A ~ a 9 a ] Y a

mmmmummﬂqnmaEmlzghmmimstummamﬁumwumwﬂigmﬁ ATUNITUINIT
J . . o @ [ ] 1 1 1w ' Y~ U
MoINAYIU (Airport Services) (in!,mﬂmmzﬂmwllﬂ) Lﬂuiwﬂ W21 (1) ﬂqumamwmwulﬂ

1 = [ d‘ 9 d‘ d‘ A o =1 1
TENIN 30,001 — 45,000 ‘]JTVIW\‘]W'E]Gli]ﬂﬂliflx'iﬂufﬂWWilmgmﬁfJ\?ﬂNN%WU')HLW&NWfJﬁJWﬂﬂ'ﬂ

[ o [l A 9y 1 @ 1 A 9

ﬂq%ﬁ’)ﬂﬁlNﬂNiWElulﬂ 75,001 — 100,000 U0 Lhag (2) ﬂijiJ@]’J@EJN‘VIﬂJiWEJVlﬂ 15,001 — 30,000 U1N
= [ d' . Yy a 1 =1 a A 1 1 o 1 d‘d 9
W\?W@iﬂﬂﬂli@\mﬂ Information Counter Glfl/i‘lJiﬂTi’E]EJNlIﬂi%ﬁﬂﬁﬂWWNWﬂﬂ?WﬂQﬂJ@]'J'EJEJN‘VIllﬁﬁlllﬂ

30,001 — 45,000 taznguniiste 1A1NAT1 100,000 VN
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H a 4 § [ [
(miNﬁ 4.108 L!ﬁ@NN’ﬁﬂﬁ’JLﬂi13Wﬂ31hl!ﬂiﬂiﬁuﬂ1\1!aﬂ’3 (One-Way ANOVA) Lﬁﬂ’Jﬂ‘UiZﬂ“}J
a & Yq ¥ a A a ] A 9 v
ﬂmmﬂmumm@%mmimmuumaamﬁumquumqﬂszmﬂ ATUNITHIN

uims Ifidugdsssy Guunmuszdusiold)

One-Way ANOVA
mumsadausmslfiuglsssu F Sig.
iemreuiims sams suyaansndewiteons Wus msedmnzau 3.238 004
memaeuiaasigUnsaitiivaneaems 1HuTms 2.547 019

[
A o o aad

* P AYNNADANTEA 0.05

D119 4.108 numsSsufsuszdunnuAamuvengudiedied s ns
denduveendumaiuddsame drumsadreus msTidugessy Guunmusedused)
fanuuanmsesiisdfymeddafiszdu 0.05 $1u9u 2 50 nd1de (1) hermaeudl
m3samIeuyaansndeuiioms IHusmseiaminzay uas (2) meoimamusaassaunsel

~ J Y a
eaneae s IMUTM3

~ = = 1 o Yo Y a < 9Yq 9

M3 4.109 wamsfSeuifisuanuuanamuszause lanuszauaANNAA YDA 19
a ~ a 9 a 1 9 Y a Y

VIMamgiuvIeenduniuaszme aumsaseusms lidluglsssy

@ wunauszause1a)

Bonferroni
Multiple Comparison Post Hoc ANOVA
UM
()] @ .4
Dependent Variable % 7 e o ARay Sig. Sig.
szausela szausela
a-n
MOIMATUTNITIANT UL 15,001-30,000 119 | 30,001-45,000 VN 583% | 003 .004
Y A
1JAANTNTONINBNS
THuSmsesramunzan
MmomAeuiaasglnsal | 1500130000110 | 30,001-45,000 11N S11%* 046 019
ganeaens 1UINg

A o a

* edANIEANIZAl 0.05

o

~ a Jd A ~ 1 v Y v [
ANATT NN 4.109 Nﬁ’JLﬂﬂ%’mﬂiﬂ‘UW]fJ‘Uﬂ’ﬂﬂJ!Lﬁﬂ@]NGﬂiJi3@Di181ﬂﬂﬂi$ﬂﬂ

a < 1w ll a { a a 1 a
ANUAAHLYBINGUA 0619 19T Mo dueendumeduaislszma Sumsadwusng



137

< o Y 1< 1 ' Y l 1
Ididugdsssy Guunamszausield) iWuseg nuingualedadise 1dsening 15,001 -
=< Y] Y] = 9 A Y a ]
30,000 Dnawelaiy (1) MsdamIenyaaINTNSouNens TRUTNIT08 Mz AN 1Az
1 [ = 1 Y a 1 1 @ 1 A s 9
) momaguiaassglnsalifisanedens Iiusnsunndnguaiedaiiisie 14 30,001 -

45,000 UM

Al a 0' H (%3 %

ﬂ]‘ﬂ\‘l‘ﬁ 4.110 LLﬁﬂ\‘lNaﬂ'li’JLﬂﬁTgﬁﬂ’NNLLﬂiﬂﬁ'}uﬂNlafJ'J (One—Way ANOVA) Lﬁﬂ’)ﬂ‘ﬂﬁ%ﬂ‘ﬂ
A & 9Yq ¥ a A a Y A Y '

ﬂ'J"IZJﬂﬂL‘ViH‘lJf’NEji%ﬂiﬂ"limﬂ?]‘]_luslﬂ@ﬂﬂlﬁuﬂN‘]Jlm%i‘ﬂigmﬁ ﬂTl!ﬂ'ﬂll(lﬁsli]

(Attentiveness) (3IMUNANITEAUTY 19)

One-Way ANOVA
muanulale (Attentiveness) F Sig.
msuugthvesdIiusmiasemunnudenis 3.039 | .006
AldusmsdaTemalinulddnomdeasdonie 2465 | .023

T
A o = v

* Yo UN1a0aNIZaAL 0.05

o

~ 1 =\ =1 [ a < 1 o ] Jq ¥ a
ANAITNN 4.110 ‘W“U’Nﬂﬁ!‘ﬂi‘c’ﬂJ!,‘VlEJ‘]Ji$@1‘Uﬂ’JHJﬂﬂmu%@ﬂﬂqn%’)’i)mﬂﬁﬂ%ﬂiﬂﬁ

Mertuvvonidun1adualszma aruanulala (Attentiveness) (Fuiunauszauseld)

v
aad

fiauuananedltsdiiyneadanszay 0.05 $1491 21509 nanfe (1) Msuuiwed i

a 9 Jq ¥ a a Y Y o Y [
UTNITATINTUANUABDINIT UL (2) EﬂW‘U'iﬂﬁlﬂﬂI’EJﬂ1ﬁ1ﬁﬂ1u1@%ﬂﬂ1mﬂl@ﬁﬁﬁﬂﬁ1ﬁ 9

d' = 1 [ Yo @ a [~} Jyq 9y a
113190 4.111 Waﬂ']illﬁfJ‘UL‘VIEJ‘LIﬂ’JTJJLW]ﬂ@]N@nﬂﬁgﬂ‘ﬂﬁﬂhlﬂﬂﬂﬁgﬂﬂﬂ’NNﬂﬂlﬁu‘ll’l’)ﬂﬁjﬂlﬁlflliﬂﬁ

~ a ) a 1 9 1 . [
Mot U NFUN N UA N5 mumm‘lah (Attentiveness) (UNATY

] Y.
seauaeld)
Bonferroni
Multiple Comparison Post Hoc ANOVA
LRI
@ ) .4
Dependent Variable o v o v ARay Sig. Sig.
syausela syausela
I-J)
msuuzihwead IdusmMsase | 15,001-30,000 UM| 60,001- 75,0000 | .575% | 013 | 006
ANANUADINT
Yq ¥ a A ]
alvusmadalemalyiiig | 15,001-30,000 UM | 30,001-45,000 11N S17* 024 023
Tddnaudoaadesiig o

IS % a

* ITa @AY NNADANIZAY 0.05
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~ a < A = 1 (Y Y v [
NA319N 4.111 wadnszinfSeuieuanuuanaaaiuszausie lanuseay
a <3 [ (] 9Jq ¥ a ~ a 9 a 1 9 [
ANUAAIUYBINqUA08194 130T 5o duveenidun1stuasdszima dauanuldle
. o @ Y I 1 1 1 o 1 | 9 [
(Attentiveness) (Swunauszauste 18) iusieg wuinguaiediesdiste 1dsznang 15,001 -
30,000 U miawe laiy (1) Msuuziiwesd 19T MsassnmAuAINs uag (2) Aliusmsida
Tomaldnu lddnnmdeasdenieg unniinguaiedraniisie 18 60,001 — 75,000 vmuaz

30,001 — 45,000 AMNE1AL

Y a 4 { Y Y
M5197 4.112 Haaawan1s ATz 5159UN19R87 (One-Way ANOVA) (MgInuszal
a < a A a a 1
anwAam U IFus maheiveenduneiuanlszma SumsaoUdued

ADQNA1 (Responsiveness) (FUNAMTZAVTIO Q)

One-Way ANOVA

NINDUAUDINDGNA1 (Responsiveness) F Sig.
Aldusmstianusudlums lddeyadumaaunis 3439 | 002
Aldusmstianunizdeiesulumslinims 2462 | 024

* Thfsdfyneadanssdu 0.05

A 1 I~ = [ a <3 1 Y] [} 9Yq ¥ Aa
NNI1TN 4.112 W‘U’Nﬂ"li!,‘]_]'iEJ“]JL“I/IEJTJﬁ%ﬂ‘Uﬂ'ZﬂﬂJﬂﬂL‘ﬁum@ﬂﬂ@u@ljﬂfﬂﬂﬁdﬁlﬂfﬂﬁﬂ'ﬁ

fentivaneenduniiiiuanlszma AumsnouaueInogna (Responsiveness) (S MUNANTZ AL

v
aad

Y ] 1 A ov o w o o A ' A Jq ¥ Aa =
518“1@) UANUUANANBYNUUITIAYNNADANTZAU 0.05 1IUIU 2 1393 NAIND €)) Zﬂﬁ“ﬂiﬂ?'ﬁ\l

Aa A Yy Y a 9Jq Y Aa =\ A A 9 Y a
ANuEuA lums Iveyadumsaun tag (2) flnusmsianunizaeosulumslvusns
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- =1 ' o Yo @ a < Jq ¥ a
M1aN 4113 wamsnlFeuieanuuanawaszaune lanuszauanuAamuve s 19T ms
Meiivneendunieduaialszma Sumsaouauonegnii (Responsiveness)

(§1LLuﬂ@”liJﬁ$ﬁ1Ji"lﬂvl$]})

Bonferroni
Multiple Comparison Post Hoc ANOVA
AU
M @ .o
Dependent Variable ° v o v ANay Sig. Sig.
szaunela szausiela
((RY)]
Aldusmslinnuaudlums | 15,001-30,000 V| 30,001-45,000 VN 463* 035 002
Tideyadunmsauna 60,001-75,000 V1N 607 | 003
Aldusmsiinnunszdosedn| 15001-30,000 1M | 30,001-45,000 11N 507% | 037 | 024
TumsIiusms

v
A o o aad [

* MuﬂﬁTﬂﬂJuVINﬁﬂ@W3$ﬂ‘U 0.05

~ a d A = 1 1Y Y o [
NA3199 4.113 Ma a1zl suieuanuuanagaauszausie lanussau
a < 1 @ 1 a { a a v
ANUAAIUYEINgUAI08 19 1FUTMsertiuveendunediuanlszma smumsaoudued
' 4 . o o Y I 1 1 (Y 1 PE| 9 1
ApgNA1 (Responsiveness) (I UnANszaVT101R) Wluseg nunngualediesfdiiselaszning
=< Y] a A 9q Y Aa Y 9 k4 a2
15,001 — 30,000 110 Wawe lanuanueuavesd 1nusnMs luns Ivveyadiunisiauniauas
A A Y vYqg ¥ Aa Aa T T @ 1 A 4
AMNNTZADTOIUVDIR THUTNMS TUMIVTNITVINNINGUAI0819NT518 17 30,001-45,000 1N
0911 csy 1 o [l Y 9 1 = o a A 9Jqg ¥ a
nail nquAled1dNa1e 1aTe 119 15,001 - 30,000 1miane lenuanuduavesd i uTns lu
Yy 9 a ' 1w ' A~ Y ' a9
M3 IMPoYaMUMTIAUNININNINGNAI0819 NN 18 175211919 60,001 — 75,000 BNAIY
d' a 4 =S A [ [
MI19N 4.114  LAAINANMTAATIZHANNLYTUTIUNGAYD (One-Way ANOVA) 1ReINUTEAY
= 9Yq ¥ a A A 9y a Y J
ANUNIND laveg lsusmsmerivueonduniatiuaalszme a1uenns

(Organization) (SWUANINTLAVT8'IA)

One-Way ANOVA

d
MUBIANT (Organization) F Sig.
= [ 1A Aa o 1 Y ~
ﬂmWQW’EJGl(ﬂﬂ‘]_lﬂ'IUEJﬁJ‘lJEN‘]JS‘HTWn@"IﬂTﬁfJ']u‘lVIfJiﬂﬂu@fJLWfNGl@ 2.731 .013
Auiiane lduinasgiums 1S msveswsEnmermasuuIntios 2.839 010
SIENE
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d' 1 ~ [ = 1 LY 1 90 ¥ A
MNMINN 4.114 WUNMILFToumsDszaUANNNING lavoIngud 108194 1505 M3
~ a 9) a 1 9 4 . . o [ Y
Mertiuvieendun1adua1eilszing @A11ue9Ans (Organization) (SUNAIWTEAVTIE 1R)
= 1 ] A v o W Qad' [ o zﬂ' J = = [
UANULANAINOE T IAYNINADANTZAV 0.05 11U 2 1399 NA1IAD (1) ANUNIND 1Ay
AteuveIuTEnnIemanu ne taz (2) anuiane lifumasgiums IFuTmsvesusEnm

2INIAYIU

d' = ~ J [ Y o =3 Jq 9/
1131490 4.115 Nﬁﬂﬁlfﬂ‘iEI‘UL‘VIEJ‘Uﬂ’JHJLLGIﬂGIN@HﬂJ3$ﬂ1J'imulﬂﬂﬂi%ﬂﬂﬂ’NiJWQW’Eﬂ%"UﬂﬁEﬂ‘]f

a 1 a 9 a 1 9 4 . . o
UTMSNeITUVINTFUN D UMY TLINA AT1U9ANST (Organization) (31UN

% Y.
AuszauIela)
Bonferroni
Multiple Comparison Post Hoc ANOVA
UM
m @ ol
Dependent Variable . r o o ANay Sig. Sig.
szausgla szausela
a1-J)
Auiane ladumilouves 15,001-30,000 119 60,001-75,000 119 558% | 018 | 013
usEnmemaey lneun
9 =
Toaieala
AaiawelanumiasgIums | 15,001-30,000 1M | 60,001- 75,000 LN 557% 022 010
IHuSMsveausTENme A
gunteiiodla

S W

* ITa @AY NNaDANIZAY 0.05

~ a < A =} J o Y o 2
NA5190 4.115 Haas S ouieuanuuana1enINszaus1e lanusEan
= " " Yq Y A A A ] a v s
ANUNIN 19v0IngudI9819¢ 15UT N SINe T uvIeonIdUN DU ssINA A1uoIAns
. . [ v Y. I ' 1 1w 1 Yy Y 1
(Organization) (3 unANTZAUT 1Y 19) 1T US89 NUNNGUAILENATITIE IRTE1 19 15,001 —
30,000 Undiane lafumilontazasgIumMs IRUTMIVOIVTEN M19IMABIUNINNIINGH

fed1aniise 1@ 60,001 — 75,000 1N
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4 a 4 { [ [

MINN 4.116  LAAIHANIAATIEHAMNLYTUTIUNIUAYY (One-Way ANOVA) 1N8INUTEAL
=< Yg ¥ Aa a a Y a 1 9 o

mmwm@“lwm;ﬂ%mmsmfmJume@ﬂmumwumaﬂizmﬂ ATUNUNNTY

(Personnel) (i‘imuﬂmmzﬁmmllﬁ)

One-Way ANOVA
MUNITPNY (Personnel) F Sig.

Auiawe laduyaannwhavesminauuntieaiioln 4.448 .000

= A o A A a ' Y a Y
paiane lanwinnuiiyadnmwiminzavdems Husmsmndeaiissls 4384 .000

= o 7oy o Ao o ] ~
paiane lafuuypdduiusnavesninanunnleeiisals 3.661 .001
Auawe lvdunsonsemignmvesninauuindosiioala 3.298 .003
=% o - QQd' 5
*UugFmnUNNananIsay 0.05

~ 1 =1 Y] = 1 % 1 9Jq Y a
MNMINN 4.116 WUNMILFTouMeDszAUANNNIND lavoIngud 108194 19DTMS
A a E)) a 1 9 % o o Y
ierduvivondunaiuaeszms SuwinaIu (Personnel) (Suunawszause 1a) ianw
[ Yy Y ]
uanaANes NI Tsd Ay MeEDANTZAY 0.05 119aU 41599 NAAB (1) ANuiawe lafuyadn W

d‘d Y] = d’ @ = a d‘ 1 Y a =
NAVDINUNIU (2) anunane lanwd MIUNUADNNIWNNVS TN M3 IHUSTM3 3) anunanela

e

[ @

4 7 @ [ a { @
U?Jléﬂﬂﬁuwu‘ﬁﬁaﬂ]ﬂﬂwuﬂq']u uag (4) ﬂ?qilﬁqwaclﬂﬂﬂﬂﬁ‘(’J’]i]’]ﬁf]’]ﬂﬁ@ﬂ’]wsll@\‘lwuﬂq']u

MI19N 4.117  mamslSeumeuanuuanaaaInszaus1eldnuszaunuianslaves
9Jyq ¥ Aa ~ a Y a 1 9 ]
A15U3 N3N TUYIe NAUN T UAI TN A1UNITNIIY (Personnel)

o @ Y,
(muuﬂmmzﬂmw"l@)

Bonferroni
Multiple Comparison Post Hoc ANOVA
LRITERE
M @ Do
Dependent Variable ° o o o ANy Sig. Sig.
szausela szauela
I-5)
AuiaweladuyadnamMANA | 15001-30,000 M | 30,001-45,000 UM 660% 001 000
voaminnunntesiisdla 60,001-75,000 11N 677* 002
110N 100,000 VN 535% .006
Audiane loiwiinaud 15,001-30,000 U | 30,001-45,000 1119 658 001 .000
YAANMNHWIZAUADNT 60,001-75,000 UM 695% 001
TWusmsundeaiieala 19N 100,000 1N 572% 002
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=1 =1 1 [ Y o [ =3
Nﬁﬂ'li!,ﬂiEJ‘]JL‘VI‘(’J‘Uﬂ’Nll!,mﬂGI'NG]13J53@1’UiWEJUl@]ﬂ‘]JigﬂiJﬂ’J'lllWQW@‘li]"UfN

AldvTnsineriivvreendumatiuaiiszima Auniina1y (Personnel)

(ﬁmuﬂmmzﬁwsﬂﬁ’) (G]'i’))

Wieala

Bonferroni
Multiple Comparison Post Hoc ANOVA
LRITERE
) 6)) .o
Dependent Variable ° v o v ANay Sig. Sig.
seauela szaunela
I-3)
Aauitane laduuypddusius | 15,001-30,000 1M | 30,001 —45,000 VN 505% 025 001
Aavesminnunnieadisala 60,001 — 75,000 LM 644 .003
11NN 100,000 11N 531* .006
Auianelafunsewnsemn | 15,001-30,000 110 | 30,001 — 45,000 UM 505% 025 003
gnmveaminauNInoo 60,001 —75,000 UM 627* .004

A o %

* AN 19ananse

o

[

U 0.05

{ a 4 ~ 1 @ [ @
1NA519N 4.117 Wﬁ’JLﬂ‘iWZWLﬂ?EJUmEl‘lJﬂ’HiJLLG]ﬂﬁN@WﬂJigﬂﬂiﬁlUw{ﬂUi%ﬂU

anuiane lvvesnguaied g ldusmanerdueondunaduaislszima Aunwinau

o Y] I~ 1 1 1T W 1 ~ 1
(Personnel) (S tunaszaus1e 19) iusesg wuingualedadiiste 1dsznine 15,001 - 30,000

= [ a A A v = ~ v = a A 1
UIN WQWﬂiﬁ]ﬂ‘U‘QﬂﬁﬂﬂTWVIﬂ‘IJENW‘Hﬂ\‘]']u, wqwaﬁlwwummuuﬂaﬂmwmwmmm’o

Y a =< o dw o daa o ' 1T o (] A 9
ﬂ']ialfﬁ‘ﬂﬁfﬂﬁLLﬁZWQW@GlﬂﬂUNH‘HEJﬁNW‘L!‘ﬁV]ﬂ‘lJ’ENWHﬂ\ﬂlﬂﬂﬂﬂ'ﬂﬂ@llﬂ’J’f)fJ'N“VIiJinJUlﬂ 30,001 —

45,000 119, 60,001 — 75,000 V1N LALNINNIT 100,000 V1N aruaNuiiane laiFeansenansen

Ngnmveawinau nqualeg19dta1e 1ATena19 15,001 — 30,000 1M Tnuiene lawnan

nguA29819911i510 18 30,001 — 45,000 VM 1AL 60,001 — 75,000 VN
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H a 4 { o [
MINN 4.118  LAAINANTAATIEHANULLTUTIUNIUAYT (One-Way ANOVA) (MEINUTEAL
=< Jq ¥ A A a Y a ' Y
ﬂTJ"I‘JJWQW’E)GlilsU’ENEﬂGH‘Ui MINEIVUNOONT UNNUUA WUTLUNT AIUNTEUIUMS

(Process) (’51!&1!ﬂ@”|3Ji$ﬁ‘]J§1EJhl§?]j)

One-Way ANOVA

MUNITUIUMS (Process) F Sig.

=1

quitane leduanuawnsammzduvesninaug Iusmsd sy 3.037 .006

q

A Yo ] ~
Q"I‘I,!VIhlﬂi‘]J?Ji’]llﬂﬂJ"lﬂiﬂﬂu@EJLWENGI,Q

= @ = Y Yy o
gananelafunszuumsiignesnuuy Bunnleudiosla 3.874 001
=2 A A a ' 1 v 9
gaiane laiinszuaumsmeiuveenaeszme lulinnududon 2.986 007
=
nnieala
= A o v A A Y
Aaane luiied91nnIzUIUMIAHTUNEITUIBBN AT 1A 4.702 000

Y a

Y 1
dsgiinlannasanldusms

= @ A a A 9 =}
ﬂmWQW@GlEﬂﬂUﬂﬁ$‘]J'J‘Llﬂ?i!‘ﬂ‘(’J'J‘]Jl!slﬂf]@ﬂﬂuuW@iﬂTuNWﬂuﬂﬂlWﬂﬂﬁlﬂ 3.346 .003

q

* U AyNIaDaNIZAY 0.05

A 1 = [ =< Y ' 9Jq Y Aa
ANANT NN 4.118 'W’]J'J']ﬂ"lﬁﬁ_l%lEJ‘]JWIﬂﬂigﬂUﬂQTNWQWﬂjﬁ]ﬂlﬂﬂﬂQN@'J'E)fJ"I\TP;!GlGIﬁJ'iﬂ'Iﬁ
~ A 9 a 1 Y o o Y.
MeItUvIeoNdUNINDUANYsEna A unszuIums (Process) (ﬁ]'llluﬂ@']ﬂﬁ”ﬂﬂi']ﬂllﬂ)

Hanuuana e Nlied Ay 1anan fisa 0.05 waFu 5 Foe ndie (1) anunanelaf
mmmmmmwwmummwﬁmmMﬁ’u"?mié’rm%’mmﬁ"lﬁ’%’umuwma @) anunansla

AUNTE mumimﬂ@ammﬂa (3)mmwwaiwm vumsieniviesnareseme il

k4
%

ANUFUGDU (4) W\‘]W’E)Gli]mﬂﬂmﬂﬂiz1J’J“Llﬂ1iﬁ’1?i§1)lﬂ/]EJ’JUWIH?JE)ﬂ’cTiNﬂ’nuﬂizﬁulﬂnﬂﬂﬂﬁ

1Fu5ms wag (5) anwawe lafunszurumsferiuesnitanasgIu
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d’ = ' Y Y v @ =< 9Jq Y a
M1919N 4.119 Wﬁﬂ’lil‘lﬁﬂﬂl‘ﬂﬂ'ﬂﬂﬁ’]ulmﬂ@]’lﬂ@l’migﬂﬂfﬂﬂ]‘lﬂﬂUiZﬂUﬂ?TNWQWfJIﬂﬂJ@Q@i%Uiﬂ’li

MU MFUN VD UA N TZMNA AUNTZUIUMT (Process) (SUUNANTEAY

51018)
Bonferroni
Multiple Comparison Post Hoc ANOVA
LRITERE
) 6)) .o
Dependent Variable ANay Sig. Sig.
szausela syausela
I-5)
Audanolafuanuamnsn | 15001-30,000 1719 | 30,001-45,000 1N 517% 011 .006
WA e Intinaug 60,001-75,000 1111 557% 011
Tusmsdmsuanuilasy 119N 100,000 1N A484% 011
weunneIntoaiisala
auftanelafunIzuIuNsA | 15,001-30,000 1M | 30,001-45,000 UM 553% 004 001
gnoenuuy Pinntoaiiosls 60,001-75,000 1M 539% 016
110N 100,000 VN 572% 001

auftanelafinszuiuns 15,001-30,000 119 | 30,001-45,000 1171 498% | 013 | 007
derfiuneondiatlszma'll 11NN 100,000 1IN 469* 013
anududeuinniissla
auftaneluilosnn 15,001-30,000 LN | 30,001-45,000 LN 568* 001 .000
szuuMsd MU Tiu 60,001-75,000 VN 557* 007
panaiaulsyivulonn 1NN 100,000 M | .625% .000
adaildusms
Auiaweladunszuaums | 15,001-30,000 MM | 60,001-75,000 LM 523 014 003
Lﬁﬂaﬁumaaﬂﬁﬁmmgm 11NN 100,000 11N 459% 012
mntieatiiola

IS

* ITa @AY NNADANIZAY 0.05

{ a I'd = 1 Y] ] Y]
NAT N 4.119 wadAsILlSeueunnuuanaaaIuszaus1eldnuszay
anuiane lavesnguated g ldusmsisrivvioenduniaiuamalszme AunszuIumMs
o ] Y. I 1 1 [ 1 Y Y ]
(Process) (muuﬂmmmmw"lﬂ) Lﬂuﬁﬂﬂ nu (1) ﬂqnmammmw‘lmzmn 15,001 — 30,000
V1 Fanuiane launninguaaedaniiste 1Ase na1e 30,001 — 45,000 UM, 58131960,001 —
Y v v
75,000 VINLAZUINAIT 100,000 VINNIHUA 3 1504 laun anyivane luderduanuainise

Y @ 9q ¥ a ) (3 Ay Yo =3 [ A
LﬂW']5@11!‘1]@\1WHﬂQWHEflﬁ‘Uﬁﬂ'ﬁﬁ"lﬁﬁﬂ\?']uﬂhlﬂiUM@UﬁMWfJ, ﬂ'J']iJW\‘]W@Glﬂﬂ‘]JﬂﬁgiJ'JUﬂWSW
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9 = A o o ~ a Y @
gnoonuuy 1 uazanuiiane luiesninnszuaumsdmsuneriuaeends uanwilseiula
c?/' d‘ Y Aa 1 [ 1 =Y Y 1 = = 1
NNATIN1FUTNT (2) nquAleg Al 1ATE N1 15,001 — 30,000 UM Fanuiane lawnn i
nauUA0819N 11518 15211319 30,001 — 45,000 VINLAZINNT 100,000 DM TuiFown lidudou
YOINTZVIUM IR TUNIDENANYTZMA 1ag (3) nguAl96133Ti510 1AT21319 15,001 — 30,000
v fanuiane launninguaaedaniisie 14 60,001 — 75,000 MazHINAT1 100,000 VN

luGesnszurumsiieriuesniininggiu

Al A O' H (% %
M9 4.120 LEAINANTAATIZHANNLLTUITIUNIUAET (One-Way ANOVA) (NEINUTEAL
= 9Jq 9 Aa ~ a 9 a 1 9 4

ANuNaNe laveg lsusnmsmertuvieemdunatiuanlssma auegilnsal

wazmna Ty lagasauma (Equipment & Technology) (S1uamNTEansIe 19)

One-Way ANOVA
Y d =S . .
auginsaiazinalulatiansauna (Equipment & Technology) F Sig.
=< o @ s 1 Y A 9
Auane liiumsiadssgunsaiimiunzaudomsldusnmsuniios 4.465 .000
meela
=< v o A A 1 Y a Y ~
Auane lanudwauglnsaiiiisaneaemsldusmsmnnioaiiodla | 3.822 .001
= Y] I Y o Y = 1 9
guawelanuanudufihdma TuTadvosmeimaguuiniios 4.750 .000
eela

[

piANIIEDANIZAY 0.05

A 1 = [ =< Y ' 9Jq 9 Aa
NAT NN 4.120 W‘I.I'J']ﬂ?ﬁl‘]_ﬁEJULVIﬂﬂﬁzﬂﬂﬂ')’]ﬂWﬂWﬂ%ﬂJﬂﬂﬂ@N@'J'E)ﬂ"l\ilﬂcl&b'ﬂﬁﬂ'ﬁ

~ a 9 a 1 Y L4 = .
eIt UVIeoNTUN DU sZIne ﬂTL!’E’)q‘IJﬂiﬂ!Llﬁglﬂﬂiuiaﬂﬁiiﬁulﬂﬁ (Equipment &

'
aad

Y Y
Technology) (31unAmIzAUs18]4) Tanuuanaeegeiiisddgneadanszay 0.05 Hedu
A A = o o P ' Y a =
31594 nAMAB (1) Anuiane linumssaassgunsainmmnzauaems 15uTms 2) anuiane 1a
v o A A ' Y a = o 2 Yo ¥ =
AU wIuglnsailiiemedems 1FuITns tag 3) aAnuawe lanuanudlugiviumalulag

VDINDIN AU
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A ~ 1 o Yo o = 9Yq ¥ a
MI19N 4.121 Wﬁﬂ'ﬁﬂ_ﬁEJULT]EJ‘]Jﬂ'J'I?JLLG]ﬂ@']'I\W]'liJigﬂ'Ui'lﬁlhlﬂﬂﬂigﬂUﬂUWNWQWﬂiﬂﬂlﬂ\iﬁ:ﬂﬁﬂiﬂ'li
dl a 9 a [ 9 J =
mEJ’J‘lJumm@mﬁummumﬁﬂizmﬂ muqﬂﬂimuazmﬂiuiaﬂmiﬁumﬂ

(Equipment & Technology) (ﬁ‘i"uuuﬂmmzﬁmw”lﬁ’)

Bonferroni
Multiple Comparison Post Hoc ANOVA
AIUM
@ (8)) .o
Dependent Variable ° v o v ANay Sig. Sig.
szousela szausgla
a-Jn

Audianolanumsindss 15,001-30,000 19 | AINTIHG OIIN 894 010 | .000
ginsalfininzaudons 19 15,000 119 583 011
usmsunoaiieala 30,001-45,000 LN 661% .006

60,001-75,000 111N 714% .000

110131 100,000 VN
aaiawe ladusaugnsal | 15001-30,000 0 | 60,001-75,000 LN 647* .009 001
MNganogon s 1¥uTnMIvIN 11NN 100,000 LN 685% .000
9 =
Toaiaela
Aaitawalafuanududii | 15001-30,000170 | 30,001-45,000 LN 542% 039 .000
umnaluTadveanienme 60,001-75,000 111 629% 019
gunteiiodla 75,001-100,000 119 556* 037

11NN 100,000 LN 779% .000

* U AyNIanaNIzaY 0.05

~ Aa P ~ ' @ Yo o
1AM15199 4.121 HanTzilTeueuanuuanaanuszausie e usLa
= [ o [} 9Jgq Y Aa A a vy a i 9
ANUNIND 1vvaanguaAl9e 19l 15T MsmeI T UMD NFUN I TUANY TN AIUNTEUIUMS
) Y] I 1 1 % [} [
(Process) (S wunauszaus e 19) Wusieg wudi (1) nquaieddiise lasznin 15,001 - 30,000
=1 = 1 1 LY [] d‘d 91:; J A ' o
v ianuiawelawnndingudiedeniise Iddnmiominy 15,000 1, 30,001 — 45,000
1 4 (% [ 4
1N, 60,001 — 75,000 LINLAZUINATT 100,000 DM TuiFosanuianelanumsiaassginsal
d' 1 9 Aa 1 o [} YA 9 J = =2
Mmunzauaoms IFuTmMs (2) nquale191iT1e 1a5241319 15,001 — 30,000 U Tanuitanels
WINNINGUAI0819N T8 TR 321319 60,001 — 75,000 VINLAZHINNI 100,000 BN 115D
=< v o A A J Y A T W [ PIE 9 [
anuiane lanudauglnssiiifisanonsns lguims uaz 3) nquaAled 19l IAT2HIN

15,001 — 30,000 UM Jnnuiane lanningualed1aniiiste 14 30,001 — 45,000 U, 60,001 —
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o ¥

75,000 11N, 75,001-100,000 11NaEHINAT 100,000 111 lwFesanuiudiirdumalulad

VDINIDIN AU

$ a 4 { [ [

MINN 4,122 LEAINaNSAATIZHANNLYTUITIUNIUAYY (One-Way ANOVA) 1N8INUTEAL
=1 Jq Y Aa A a ) a 1 9

ANuNIne laveeg lsusmsertuvieondun e iuaalssma druany

Yaoaiy (Safety & Security) (unaNIzAUs101A)

One-Way ANOVA
muanulasnne (Safety & Security) F Sig.
=1 Y @ FY v Aa
Aaiane lidumsiamsauanuilasaseniinnsgu 2.693 014
=< @ @ % = v Aa
Aaiane lidumstamsaudieuishiiinasgu 4540 | .000
Auawe lanumsiamsaumstlesnumadonluiasgu 4144 | 000
= o [V 9 v A 4 A Aa
Auawelanumsiamsaumssulomamssinnmuniinasgiu 4.173 000
@ 1 s o
Auitane linumsasuauesdednumIsinnsznusuanulasans | 3.363 003

A o [

* iedAN1aaANIZal 0.05

o

A 1 = [ =< Y ' 9Jq Y Aa
NAT NN 4.122 W’]J'J']ﬂ"lﬁﬁ_l%lEJ‘]JWIﬂﬂigﬂUﬂQTNWQWﬂjﬁ]ﬂlﬂﬂﬂQN@'J'E)fJ"I\TP;!GlGIﬁJ'iﬂ'Iﬁ

enduvieenduneduasszma duanuasane (Safety & Security) (SUnaNTEAY

'
aad

Y A 1 1 A v o w (% oa/l Qy d‘ 1 A =
sw"lﬂ) UANUUANANDY NV UIT YN NADANTEAD 0.05 NITU 51393 NA1IND (1) ANuNane o
o [ 9 v Ao = [ (% 9 = v A
mJmﬁmmimummﬂaaﬂﬂﬂmmmﬁm (2) ANUNINB 1N UNITIANITATUFIDUIN N

=2 [ [ Y [ Y d',d LY
V1T U (3) mmWq‘wa%me:ifu@mimumﬁﬁaQﬂummwmmmgm 4) anunelany
N A4

[ 9 o L4 @ v
msdamsaumssuiomgmaainnmuniinasgiu uag (5) Anuiane lanumsaeuauose

o 9 o
goIUMsANNIENUMUANNIaeane
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d’ ~ = J @ Y v @ =< 9Jq 9
M1919N 4.123 Wﬁﬂ’lﬂﬂiﬂlll‘ﬂfJ'IJﬂ'J’IiJ!LG]ﬂ@]’l\Wl'lllfigﬂﬂi']Elllﬂﬂﬂigﬂﬂﬂ'NNW\?Wf]Glﬁ]eUfNZ\!‘l"]f

vsmstierduvesnduneduaelszma aAuanuasass (Safety & Security)

(ﬁ‘huuﬂmmzﬁmw”lﬁ')

Bonferroni
Multiple Comparison Post Hoc ANOVA
LRITERE
()] @ .o
Dependent Variable ANay Sig. Sig.
szausela syausela
I-5)
Audanolanumsdansdu | 15001-30,000 119 | 11ANI1100,000 N | .454* 018 014
mmﬂaaﬂﬁﬂﬁﬁmmgm
AadianelaumsdamsA1u | 15,001-30,000 1 | 30,001-45,000 11 490 027 .000
Frowuiiiuasgu 60,001-75,000 1M 660% 001
11NN 100,000 11N 649 .000
Audanolafumsdansdu | 15,001-30,000 119 | 30,001-45,000 1% 570% .003 .000
mstlestumadoii 45,001- 60,000 1N Six | 017
WIATFIU 60,001-75,000 1M 658 001
11N 100,000 VN 594 .001
Audianolanunsdansd1u | 15,001-30,000 11 | 30,001-45,000 1% 521% 012 .000
mﬁuﬁamamqumﬁuﬁﬁ 60,001-75,000 1110 710% .000
WIATFIY 11N 100,000 119 594 .001
Auianelafumsaeuanod | 15001-30,000 1719 | 30,001-45,000 1% 499* 022 .003
AoauMIaINnTENUaIM 45,001-60,000 VN .503% .024
anulasany 60,001-75,000 LN 556* 016
1NN 100,000 VN 543 .003

~ a < A = 1 (Y Y o [
NATNNN 4.123 Nﬁ’)mﬁ&‘mﬂiﬂ‘ﬂmEJ‘]Jﬂ%nlLL@]ﬂﬂNGﬂlIiZﬂ“]JﬂﬂUlﬂﬂ‘lJﬁzle

=< v w T 99 Y A A a Y a v o
ﬂ'311]W\‘]Wﬂi%ﬂl@\iﬂﬁjNﬂ')@‘c’ﬂ\‘llﬂclslﬂﬁﬂ'lil“l/]‘EJ'J’UL!EUTE)’E]ﬂlﬁu‘lﬂN‘Uu@lNﬂﬁZW]ﬂﬂ?l‘lﬂﬁlnﬂjﬁﬂﬂﬂﬂ

o @ I 1 1 1 Y 1 1
(Safety & Security) (S unauszaus1ela) iusieg wud (1) ngualed1esdiseldsenig

=1 =® 1 U LY 1 d’d 9 1 d'
15,001 — 30,000 U Mﬂ’)'liJW\‘]W’f)ﬁlmﬂﬂﬂ’ﬂﬂijﬂﬁ’J’t’)fJN“I/IiJinJllﬂiﬂﬂﬂ’J'l 100,000 U Twiseq

=1 [ [ 9 v Aa 1 [ 1 Yy 9 1
anuisnelenumstamsauanmlaeasenimnasgiu 2) nqueaied 19 1Az 15,001 -
30,000 U Sianuianelannninqualedaniiste 1Ase w19 30,001 — 45,000 UM, 60,001 —

75,000 NLAZIINNTT 100,000 1 luiTesanuiiawe lanumsdamsausreunioniinasgiu
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o Y} v A o A Ao Vo " YA ] '
pazgmMsdamsaumMssuilemamsainnauninasgu 3) nquae8193A1i e 1521113 15,001 —
30,000 UM Hanuiiane lawnnnguaied1iidiseId 30,001 — 45,000 UM, 45,001 - 60,000 UM,
60,001 — 75,000 U1NLAZNIAAI 100,000 11N Tuiseaanuitane ladumsdsamsaiunmsileady

9 d‘d 1 Y] [l Yy 9 [ =1 =
maseniinesgIv uaz (4) nguA10619A1T10 1853119 15,001 — 30,000 V1IN HaNuiane 1y
WINNINANA0619NT5 1814 30,001 — 45,000 DM, 45,001-60,000 LN, 60,001 — 75,000 LN
wazu1nnI 100,000 VI TuTeannuivawe ladunisasuausIdoan IUMIANNTENUAIY

ANulanant

3 a 4 = ! [ o
MINN 4.124  LEAIRaNIAATIZHANNLYTUITIUNIUAED (One-Way ANOVA) 1N8INUSEAL
= 9Jqg Y a d' a 9 a ] 9 a
ﬂ’JHJW\‘lW@GI,i](’UﬁNEJGl%UiﬂTilfVIfJ’J‘U‘LlGlﬂf]ﬁ)ﬂ!ﬁuﬂN‘Uu@Nﬂi%mﬁ ATUNITUINIT
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v 1 9y a { a 9
MINT 4.140 uaaIgumMInanosszrIanunans lalumslsusmamertiuuoondunig

1 9
Tuealszma ameimaeuglssagil Nuaeilevens 17 6

Coefficients’
Unstandardized Standardized
Model Coefficients Coefficients t Sig.
B Std. Error Beta
1 (Constant) 264 207 1.271 | .205
MIANDIIIeIMATU 110 049 110 2277 | .024
A3UIUMIAT 9 A0S -073 052 -071 -1.418 | .157
AszUIUMIMUANIanasy 219 050 226 4336 | .000
Fesuneanuazanmeluieinany | -017 047 -.020 -364 | 716
nanuazmMInuad ey 072 048 084 1497 | .136
MoIMAeI
MIVINMINIVINABI 028 054 028 519 | .604
UTTOINANIDINAEIY 028 046 034 609 | 543
ma TuTagasaums 093 044 116 2.141 | .033
AuMIMIUI IR UAII e e .009 058 .009 152 | 880
aanmmIsmIduaiule 008 062 007 124 | 901
AUMNMIUTMIMUMIATNUTMI IR | 093 057 107 1.646 | .101
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[l 1 =< I v w oA &R A Y v o A [
’CNN@@'I@?I'N?JWQWﬂi%qqq@Lﬂu@uﬂUﬂﬁuﬂ UA1 Beta 1NN .226 @uﬂﬂﬁ@ﬁﬂ@ﬂﬂﬁ]ﬂﬂmﬂWW

MSUTMIAIUMIABUAUOIREYNAT (Responsiveness) NIIA1 Beta 11171 222 SUAUA1UAD
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3. ANNATINATUMITUSAETET (Perceived Risk)
= 1 a ~ 1 A v Y A kY Y
VNHANMIANEINUNTUNAFIUN 14 (H14) Na1IAD MITVIANUT U3 I
a d‘ a 1 . . [N ] 1 = o v 99 Y A d' a
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Y
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1 Y
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= 1 a A 1 A v o 9 9 A
NNHAMIANHINUNANNATIUA 22 (H22) na1fe Tadeanusie]a (Income) A
1 [ 1 J =1 o [ 9Jq Y Aa d‘ a 9 a 1
uanaiudaHadenNuiane ladmiuglsusmsmertuvieeniduniaiuaelszmea a.
v 9
momeeugssuginuanaaiuluratedszms asiuaivayuauudgiude 22
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- ~o
nuvaeuaNN ¥ uaIde

suugeUMMIUUAI UM IMeT S Itladfidananienuianele o 9AFULSMIA1
(Service Touch Points) S1%5uMenTuv190nszHNszima memasugIssaugi
Y Aa 6’3 v a
VoI IF UM 31913 Inemazs i ana
(Factors affecting satisfaction at Service Touch Points for International Outbound Flights at

Suvarnabhumi Airport of Thai and Foreign Travelers)

AU (Instructions)
dy I 1 £ awv Y = a
1. mmfdauammmﬂumuwuwawm’mﬂ Wﬂﬂq@iﬂ1iﬁﬂ’]ﬂ1ﬂiﬂluq‘ﬂi1/] ERE
@ a a o o a o a A o A & 9 9
NIIIANITITIND INYIAYNTTIANTT UUTINYIYUYAQ TﬂEJ?J’JG]Q‘]J?%’(?Nﬂ!W@LﬂUﬂlflyja’mﬂlﬂWﬂﬂ
o 9 a J Ay 1 . 4 . 5

Lmuaaummmguway,a”lﬂ’gmﬂswclmm’Ji}ﬂma”lﬂ (This questionnaire is part of a study of
Mahidol University’s Master degree program of Business Management Division. The objective is

to gather, analyze and interpret data for further research.)

v
=

Y Yo < < o 1A a

2. GUEJJJ”ﬁ‘l/]hl@‘liUi]WﬂﬂW‘iG]E)‘ULL‘U‘JJ’ﬁ@“]JﬂWlI%%Qﬂ!ﬂﬂlﬂuﬂﬂﬂllﬁ‘ﬂiﬂEl"liJiJﬂﬁlf]JmNEl
9 1 [ ] o 9 o Y a 1 q’j = 1 1 A
GU’E]yﬁﬁ’)uuﬂﬂﬁlm@ﬂﬂiﬂua$‘LﬂVL‘]JGlflﬂJ'5$IEJGI)'H°I/IN@HU'JGD'1ﬂT§WHUH i]ﬂiﬂ’iﬂlf]ﬂ’ﬂll‘i’)ull@

J I a 4 J aw
1/]11!Gluﬂ15¢1ﬁ)‘UlL‘UUﬁ’EJ“UiﬂiJG]HJﬂ'JﬁJL’l]uﬂiﬁlﬁﬂﬂi%Iﬂ%uq@’Q(WUE]\NWu’JﬂEl (The information
obtained from the questionnaire will be used for academic purposes only. Your personal information
will be handled confidentially and will not be disclosed at any point of time. For the benefit of the
research, the researcher would like to ask for your cooperation in answering the questionnaire as
objectively as possible.)
dyd c?/' 1 1 [ 9y o o Y 2 Y
3. UUUFDUDINUNNNITUA 7 U Tﬂmmazmu“lﬂszumuuzmmm@u"lmﬂm@&

k4
y_ o . . . . . e .
1142 @9 (This questionnaire has a total of 7 sections. Each section has specific instructions for

the response)
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@IUN 1: A10WAANTI (Part 1: Questionnaire screening questions)
dauh 2: wpAnssud 1Fus mamenivaneensgnasema o Moo TUg 5Tl
(Part 2: International outbound flight travelers’ behaviors at Suvarnabhumi Airport)
1 { @ <3 ] a o [ a { a 1
daud 3: sEAUAMURLAE a1 995 UUTMI dmTud 1dusmefeiduveonszyiing
Uszine o, vhmmﬂmuqaﬁﬁmgﬁ (Part 3: Satisfaction level of travelers’ opinions of the Service
Touch Points at Suvarnabhumi Airport for International Outbound Flight)
1 dl U Y a o 1 Jg Y Aa d' a 1
aIUN 4: ‘]_Ifl]fl]ﬂﬂﬂlﬂTW‘Uiﬂ”ﬁﬁ'TVi5‘UI%flﬂ)”ﬂiﬂ1§L‘1/lEJ’J°U1JGUTE)@ﬂ3$W’JN°]J38&‘1/1?[ .
Vi”rmmﬁamq 9 iﬂ!{]ﬁ (Part 4: Quality of Service Touch Points perceived at Suvarnabhumi Airport
for International Outbound Flight)
1 A o o 9 v 9 = ) v 99 9 A A a 1
aIUN 5: 1]i]"l]EJ@"IUTUEﬂTIiJLE‘TEJ\‘]’fﬂ‘ﬂi'ﬂ@1%"U5ﬂ1ilﬂﬂﬁ]ﬂuﬂﬂi’]@ﬂﬁgﬂﬂ'l\‘]ﬂizlﬂﬁ
M. 1/1'1mmﬁmuqaiimgﬁ (Part 5: Perception of risk recognized at Suvarnabhumi Airport for
International Outbound Flight)
1 ~ =1 ) v 99 Y Aa ~ a 1 1
aIUN 6: ﬂ?WHWQWBi%ﬁWﬁiUEji%UiﬂﬁmEJ”JTJH"’IHE]E’Jﬂi&W’JNIJi&“V]ﬂ . NIMAYTU
739 m@,ﬁ (Part 6: Satisfaction of the provided services at Suvarnabhumi Airport for International
Outbound Flight)
dui 7: nuvaeunwdeyana lilifeanudaeunudeUn Y (Part 7: General

information about respondents)

WA 1: MNUAANTOI (Questionnaire screening questions)

2.

o A 1A / 1 ' Y 9 = < a .
ALV ﬂﬁqfllflﬁlﬂi@\?ﬁlﬂﬂ ’GNEL‘L! G]fﬁN'J'N“Viu1ﬂl®ﬂ31ﬂﬂ@liﬂ@’mﬂ’3’mL‘lJui]i\‘] Instruction:
Please place v mark in front of a statement best matches your opinion
1. munelsuimanedriuesnseni el zing aLnoImaeIugIssaginge i
You have taken an international outbound flight from Suvarnabhumi Airport or not?
1) 15 Yes
2) 19509 AUUUVUEDUNIY) No (End of the questionnaire)
1 Y
2. uldusmsiertivuesnsznielszma a e mAnugITIugl ATIa1gA IuEN |
Wk lense lu
You have taken an international outbound flight from Suvarnabhumi Airport within 1 year or not?
1 9 1 tzl .
1) 14 ("’llmllﬂﬁ IUN 2) Yes (Proceed directly to Part 2)

2) Tai09 (AUuuuUaaUD1Y) No (End of the questionnaire)
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3. sz laind ldiden1Fus mafnduuneensznalszma aheomaegssag
What is the reason(s) you did not choose Suvarnabhumi Airport for your international outbound
flight?

(1 1) msunedieszuuvudanayy liazain
Limited and inconvenience of the public transportation system

[ 2) figarhemens liaeandeafuanudosns lums 195 ms
The location of the airport is not suitable for my destination

[ 3) mermaeumedaannlsuudldusmssoun
The airport is overcrowded

4 vhmmﬁmu"lajﬁmm;@mms%’ﬂmmmﬂaaﬂﬁaﬁmﬁaﬁ@
The airport safety and security standards are unreliable

(1 5) memaeuiidassanuazainlfusms ldiivane
The airport has insufficient facilities

"] 6) ﬁwmﬁﬁu“ﬁgﬁuwNﬂizi‘iwllajv‘hﬂﬁﬁuﬁmmmﬁmuqaiimgﬁ
Your preferred airlines do not operate from Suvarnabhumi International Airport

7y euq (Tsasey)

Other reason (Please describe)

AUUUUFDUDIY) (End of the questionnaire)
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\ A a Y a Aa A Y a t:i a ' '
aIuUN 2: Wq‘ﬂﬂiiul@lﬂiiﬂﬂﬂuﬂ@ﬂ"li!af:)ﬂ‘l‘lf‘ﬂiﬂ"li!"ﬂf]3Uuﬂl1ﬂﬂﬂ§$ﬁ31ﬂﬂ§$!ﬂﬂ UMdINA
muqassmgﬁ (Consumer behavior towards choosing to use international outbound flights
at Suvarnabhumi Airport)
o dw o A / ' ' Yy 9 ~ o a 3 1 A
ATYAHDI: NTUINUNTOINNY m“lu [] FOIINHUIVDANUNATINUANNAAUN UVINIUNINNE A
Instruction: Please place v mark in front of a statement best matches your opinion
1 Y Aa d' a 1 A:i d‘ eajl 1 A . .
1. mulsusmserduvnesnserindszimanasnaswol (How many international outbound
flights you do take per annum?)
9
LIni1-3 ATIN0Y (1-3 per annum)
Qg.l} 1 A
[12)4-6 AT (4-6 per annum)
1 QEJI A =
L1 3)wnnne 59901 (more than 6 per annum)
1 Y a A a 1 :;I 1 [ . .
2. ilFusmaieriiuneensgninilszmanssarga ldalanla (Your latest international
outbound flight destination is to which continent?)
(1 1) o138 (Asia)
[12) Eﬂiﬂ (Europe)
[13) DINTA (America)
] 4) eoain310e (Australia)
[15) U | (I‘ﬂiﬂ‘igu) .......... Other (Please indicate)
1 Y Aa A a 1 A o J ~ .
3. ‘I/I"I‘L!islﬁ_liﬂﬁmEJ’J‘]JL!“]J1@i’Jﬂi%ﬁﬂ?ﬂﬂi%tﬂﬂl‘lﬁlﬂ’mf}ﬂi%ﬁﬂﬂhlmﬂﬂ‘ﬂfm (What is the

objective of your travel on international outbound flight?)

[] 1) M9, ‘ﬁmiﬁﬂ (Business) [12) AUNU,OUSY (Seminar, Training)
(1 3) M3fny19® (Education) L] 4) msneuned (Leisure)
K U d\ (Tﬂimzu) .......... Other (Please indicate)

4. denssulafivuiinlsusmsdelinaumastoumsdumaionfuneensenialsama
(What services are you most likely to use when there is time left before boarding on an international
outbound flight?)

1) 1905mM3511401%115 (Restaurants)

[12) 105 msFrumu, 1958983 (Coffee, Refreshments)
[13) 15uSmagudmsailaesanidl (Duty Free)

(14) 19u5msuianauaais (Spa)

15) 1913 5¥1995U5049 (Lounge, Business Center)

[ l6) U 9 (Talsas g1)....... Other (Please indicate)
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5. duindendumadigiemeanugissugidiensvudeialanniiga (What is the
mean of transportation do you usually take to Suvarnabhumi Airport?)
[T1) FusasudaIudIaea (Private car and park)
[12) Tasassasudaiudinuy 1iaeasn (Private car drop off only)
[13) 1905 msuRndansisay (Taxi)
4y Wusmssa Iihuesnenas (Airport Rail Link)

L ]5) U 9 (llsas £1))....... Other (Please indicate)

\ tﬂ' U & o ) o U Y A d’ a \J \J
AIUN 3: ITAUANNHY DL AIVUVINII 'sTTViT]J@‘II‘1J§ﬂ1§!‘ﬂﬂ]ﬂuﬂl]ﬂﬁ)ﬂi%‘ﬁ)]ﬁﬂi%!ﬂﬂ .M
mmﬁﬂmq’aﬁsm{]ﬁ (Level of agreement at service points for international outbound flight at
Suvarnabhumi Airport)

o dq’ o A / @ a ] 9 =~
AIBUII: NTUTNUATDINNIY 'ﬁ\‘lEll!GﬂﬁN!Lﬁﬂx‘li%ﬂ‘Uﬂ’NﬂJﬂﬂmu"U@\‘iEjﬁlﬁ)ﬂlmﬂﬁ@ﬂfﬂmw&ﬁ

= ~ o a < A {
Po1p01 Tasesdinuanuaamrunieeiga (1) ldwwniiga (5)

Instruction: Please place v mark in front of each statement best matches your opinion; least agree

(1) most agree (5)

Tisatindsmslsusmsienivveensyrninaszma a. MamaenugIssugi iIndsuinsadaga

Please base your opinion on your latest international outbound flight at Suvarnabhumi Airport

XLd= ) g SzAUANMIRUA I AYISEIDIN
ﬂqﬂﬁ‘lJ‘U‘iﬂ]‘ia’]ﬁiﬂéﬂﬂﬁlﬁ1i‘lﬂi’)@ﬂﬂ’lﬂ?ﬂuﬂﬁﬂigl‘ﬂﬂ o 4
. 3 Haengn (1)‘11Jmmn°nqﬂ )
UMIIMALTUFITIUHN
Level of agreement from least
Service touch points for international outbound flight at
agree (1) to most agree (5)

Suvarnabhumi Airport
1 2 3 4 5

MBI IMALY (Airport Accessibilities)

MuAa In your opinion

1. theududumaladimeimsaeuszpdunisdanu

Airport directional signage is clear

2. idumaadimoimeasdiladie

Airport access is easy to find

3
3.993UAUTNUTUVIBENNANUHI T

Drop-off point at the departure level is adequate

J [l
4. 01M50ATD NN UNTOIND

Parking location and availability are sufficient
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\

=K K Y a d' a \J \J a d' Y a g’l \
Tdsatindamslyusmaherduveenserinaisemea L MO IMALIHTITIUHU ‘VlTn‘i-ﬂ”lI‘]JﬁﬂﬁﬂiQﬁ"lQ’ﬂ

Please base your opinion on your latest international outbound flight at Suvarnabhumi Airport

o oo P szAUAMMNTH A5 N
0 ﬂﬂﬁﬂ]ﬁﬁ]ﬁiﬂﬂ;ﬂﬂﬂﬁ]iﬂl196ﬂ!‘nﬂ?‘]ﬁ-&ﬂ1ﬂﬂi$ﬁlﬂ v A 4
. R Heahnga (1) "lﬂmmmlqﬂ )
UMIIMALTHFITIUNN
Level of agreement from least
Service touch points for international outbound flight at
agree (1) to most agree (5)

Suvarnabhumi Airport
1 2 3 4 5

5. iﬂ!"ﬁu‘lﬁ!’.}m?’n\i!"ﬁﬁﬂ?ﬂﬁ!ﬁﬂ\ﬁ/‘ﬂ@]‘ﬂﬂﬁﬁl%\ﬂu

Baggage trolley provided at the terminal entrance is sufficient

6. ﬂﬁTﬂEl’d']ifﬂ‘ﬁ']imz1ﬂ§iﬁ1@1ﬂ1ﬁmuﬁﬂ’J']iJﬁ'zﬂﬂlﬂﬁ‘lﬂEJ

Public transport to the airport is convenient

NIZVIUMIATIVMI AT (Check-in Process)

1. 5282108150A0UNDATIVAI 1ABENTUANMHZ T

Waiting time to check-in is acceptable

& <
2. SEUUMIATINN LATAITHANNT IS

Check-in system is efficient and fast

& = A A
3. ig‘ﬂUﬂ']ﬁ@i?ﬂﬁﬂiﬂﬂﬁ?ﬁﬂﬂ??uu’ll‘h’@ﬂ@

Check-in system is reliable

4. gesunsziihiianumnzay
A ° 3 a S 9 v
(mamumm'ﬂ%ﬂauaau"lamismiaﬂum)

Checked baggage acceptance is sufficient (Online or web check-in)

AsTUINMIMuANNaenny (Security Screening)

1. izﬂzna15aﬂamﬁa%"umim’mﬁ’uﬁmmmmmu

Security screening waiting time is sufficient

o d? A = <
2. IZUUATIVAUNTSVUATOINAININTIAUID

Cabin bag screening is efficient and fast

o £ 4 o A A
3. 3ZUUATIVFTUNTEVUATOINANVUUUTOND

Cabin bag security screening is reliable

Fl )
4. 321V AUFUMITIUATINANYaRAf s N anaING

Cabin bag security screening meets international standard

Feo1neanuazaInmealumermagy (Airport Facility)

1
v W

HannselsuIuiieane Seating areas are sufficient

=
=h.

Ao

N
mqm‘mmmmﬁﬂawa Toilets are adequate

N
e

o a I3 a a
3. tyapmaumasmmﬂizﬁmmw Wi-Fi service is efficient
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=K K Y a d' a \J \J a d' Y a g’l \
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Please base your opinion on your latest international outbound flight at Suvarnabhumi Airport

o oo P szAUAMMNTH A5 N
0 ﬂﬂﬁﬂ]ﬁﬁ]ﬁiﬂﬂ;ﬂﬂﬂﬁ]iﬂnﬂﬂﬂ!‘nﬂ?‘uuﬁnxﬁjizﬁlﬂ v A 4
. R Heahnga (1) "lﬂmmmlqﬂ )
UMIIMALTHFITIUNN
Level of agreement from least
Service touch points for international outbound flight at
agree (1) to most agree (5)

Suvarnabhumi Airport
1 2 3 4 5

4. yaldusmsmauuaiiswuiisaweuaziiizay

Mobile phone charging stations are enough and appropriate

5. 9al¥uTmId MU (Bank, ATM, Exchange) 181124 1iigawaay
Mz AN

Currency exchange service counters and ATM are enough and appropriate

Aamarazmsinviuad wvivamalunmeineeni (Airport Orientation)

] ' & ' A o 2
1. 32ENNINNMUVIDINTHIUYUADUAN ) ma'lﬂmﬂixmu
nFeetiuiianumIN Ay
The walking distance from terminal entrance, pass thought process and

board to aircraft is acceptable

2. ﬂTﬁJ'UE]ﬂ‘VlNﬂﬁﬂuﬂTﬂﬁﬁﬂ'ﬂMW(lﬂzﬁM

Way finding signage inside the terminal is clear

3. voudastoyaiediuyieniinnurNZay

Flight information display is informative and appropriate

MIUIMIMIMALNY (Airport Services)

9 A A Ao =%
1. IMUDIMITUDLIATOIANNITUIULINYIND

The terminal has enough food and refreshment outlets

) A A a o A
2. IIUDIMITUAZIATONANUNNITIAT T TNUNDY NIV UIT TN

Food and refreshment outlets are conveniently located

3. 319 HAZIAS 0IANIANUINZ AW

The prices of food and refreshment are appropriate

Y a 9 Ao ~
4, SuNeFuUMlaoamBUIIUIUNEIND

Duty Free sale counters are enough

) a v A o A
5. 51um]ﬂﬁuﬂ’]ﬂa@ﬂﬂ’]yMﬂ’]jﬂﬂﬁiiwu‘ﬂgﬂ’]\uﬁu’]gﬁu

Duty Free shops are conveniently located

6. 99 Information Counter R TR IRLG

The airport terminal has enough Information Counter
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\
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Please base your opinion on your latest international outbound flight at Suvarnabhumi Airport

[y

a o U d‘ a 1
0 nmmsmmmﬂﬂﬂmimaanmmuumaﬂszma
UMIMALIUGITIUYN
Service touch points for international outbound flight at

Suvarnabhumi Airport

U IS s
i%ﬂﬂﬂ?1u!ﬁuﬂ'§ﬂiﬂﬂ!ﬁﬂﬂiﬂﬂ

woaiiga (1) Tuvmnniiga (5)

Level of agreement from least

agree (1) to most agree (5)

1

2

3

4

7. 9@ Information Counter 1#u3m3og1alidsz@nsnm

Services renders by Information Counter is efficient

U55eNMANDINALIY (Ambiance)

I
A

1. wunmealusimsuanuazeamunsay

The terminal is clean and tidy

dy d‘ ) ] L= =
2. Wuwmmi'hmumuu, ‘lilL‘]JEJmﬁEJﬂ

The terminal is comfortable (not congested or overcrowded)

3. #osguilinnuazeamunzay

Toilets are clean

4. yaaanameluoimsianumzay

The lighting in the terminal is sufficient

5. gungiinelueimsinnummnzay

The temperature inside the terminal is appropriate

malulagiasaumnsa (Technology)

1. MuAadszuy maluladasaums asouagumnamnyaliusms

Technology is visible and covered all service points

2. vuandna Tulad aiemeey Ianuiuaion e meeuaus

Technology at Suvarnabhumi Airport is more advance to other airports

' ' A 2 A2
3. maTulad a. ormeaeu ¥elimsIiusmssiasgau

Technology helps to facilitate services

Y a 1

4. yutlsznulanumalulagnldusns a. mermaeu

You are impressed with technology at Suvarnabhumi Airport
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\ d' v a o U Y Aa d‘ a \J v
auUN4: ﬁﬁ]i}ﬂqmmwmmimmuwflmmmsmmuummamzmnﬂwma U M IMAELNYU
CEERLE] Y (Quality of service touch points perceived at Suvarnabhumi Airport for international
outbound flight)
o dw o A / o a <3 9 =
AIBHII: NTUTINUATDINNY aﬂumﬁwuamiz@mmwmﬂmumammmm‘uﬁaummwm

o w a =] { .

do1aen TaviSsadwuanuaamiunndesiiaa (1) ldwwnniiga (5)
Instruction: Please place v mark in front of each statement best matches your opinion; least agree

(1) most agree (5)

] K Y a d‘ a \J v a 4' Y a 23 \
iﬂiﬂuﬂﬂQﬂ1§1‘lﬁ]§ﬂ1§!‘ﬂﬂ'3“ﬂuﬂﬂi’)ﬂﬂi%‘l‘i’ﬂ\iﬂi%!‘ﬂﬁ UMIIMALIUFITIUHN 7]7]11!%51J§ﬂ1§ﬂ§\1€11q9]

Please base your opinion on your latest international outbound flight at Suvarnabhumi Airport

- i, B szauANMAHAEl A5 1N
Qmmwmmsmmmﬁﬂﬂmsmaanmﬂmumeilsxmﬁ e 4 4
' - weadiga (1) Tuninniiga (5)
AUMIMALTHFITIUN
Level of agreement from least
Quality of service touch points perceived at Suvarnabhumi Airport
agree (1) to most agree (5)

for international outbound flight
1 2 3 4 5

oA A
ANNHUTDDO (Reliability)

vq 9 a Y a Y ]
1. ATusmslduims laedesaso

The service agent is prompt and efficient

99 ¥ a Y a Y 1 Y 1 o
2. Aluims lduinms Idedagnde uiud

The service agent handles inquiries correctly and precisely

MmunNNIUla (Assurance)

1. AluSmsldduuzihnidse Tenilumsdaduls

The service agent offered valuable advices

Jg ¥ A Y a ] Y cfj ~ Y a
2. glnusms Inusmsednagndeannasanunlgnims

The service agent always handled the required service correctly

mumsaiausmsIviiuglsssu (Tangible)

1. MemAnuIaassaziBeadeyamsIiusmaeriuaeeon
senilszmaligldusmsnswedavunzan

The airport provides appropriate flight information for international departure

2. MemAeTUI M Tams ouyAAINTNS ouiems 1R LS Mspd Mz aw

The airport allocates enough service agent

3. memAnuiaassgUnIaliivaneaems 1uTms

The airport provides sufficient equipment for the required services
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Please base your opinion on your latest international outbound flight at Suvarnabhumi Airport

mu

Y a

FUININIIAIGA

2
[

a o o d‘ a 1
ﬂmﬂ]‘l/‘l‘]]iﬂ1iﬁ"l1’ﬁ‘]]ﬁﬁﬂﬂZﬂi“lﬂﬂﬂﬂ!‘nﬂ]‘]]uﬂ"lﬂllim‘nﬂ
MUNIMALIUGITIUYN
Quality of service touch points perceived at Suvarnabhumi Airport

for international outbound flight

U & 4 =)
i%ﬂﬂﬂ?1u!ﬁuﬂﬂﬂiﬂﬂ!§ﬂﬁﬂ1ﬂ
voanga (1) livinniga 5)
Level of agreement from least

agree (1) to most agree (5)

1

2

3

4

5

muanwlala (Attentiveness)

1. Al¥usmsfinnuldleaedsuusmsTae lidessensdone

The service agent is proactive

2. msuuzihvead IfUsMsasInauABINg

The service agent offers useful advises

3. gldusmadlaTomalinlddnomdeaedonian

The service agent listens to the inquiries

Yq ¥ a ~ v o Jaa 9Yq ¥ a
4. inuﬁﬂqiuﬂwyﬂﬁﬂwuﬁﬂﬂﬂﬂﬁjclclﬁ_liﬂ']i

The service agent is pleasant

Jq Y a2 ! 9 o ' '
5. AlmusmsldlagnAmnszavediamuiey

The service agent offers help without prejudice

PISABUAUDINDGNAT (responsiveness)

9Jq ¥ a = Y 1 Y o
1. ﬁﬂ,ﬁ‘llifﬂiNﬂ'JﬁJWﬁ’EHJG]E]ﬂWiWE]”U"U@"KﬂﬂuJ

The service agent is attentive to respond to inquiries

k4 a

Jq ¥ a = a o Y9y
2. Qﬂ?ﬂliﬂTiiJﬂ’ﬂllﬂuﬂGlUﬂﬁGlW"UE]Naﬂ'luﬂﬁ!ﬂuVIN

U

The service agent is pleased to give flight information

9Jq ¥ a = A A 9 9y a
3. Aliusmsiinnunszaesesulumsliusms

The service agent is enthusiastic to offer services
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U d’ v Y U Y d‘ o U Y Aa d‘ a \ A

aIuUN S ‘]j‘i]‘i]ﬂﬂ11—!ﬂ"lii‘]JEﬂ'J"IﬂJ!iTENﬁ"l“r‘ii‘]JE?{I‘H‘]J5fﬂi!"ﬂEJ?I‘iJ‘HﬂHE)E)ﬂi%‘H'J"N‘]Ji%WIﬁ oM. M

9IMAYIUGIFT mgﬁ (Perception of risk recognized at Suvarnabhumi Airport for international

outbound flight)

o A: o A / o a < 9 =

AIBHII: NTUTINUATIINNIY aﬂumﬁNu,amizﬂumwmﬂmumm@mmmuﬁaummwm
o w a < { .

do1aen TaviSsadwuanuaamiunndesiiaa (1) ldwwnniiga (5)

Instruction: Please place v mark in front of each statement best matches your opinion; least agree

(1) most agree (5)

=< K Y a d' a \J \J a .:i Y a :3 v
illiﬂuﬂﬂQi'nﬂ‘li‘ﬂiﬂﬁmEl'J‘lJHslﬂﬂﬂﬂiSﬁ'JNiJiZ!‘ﬂﬁ L MIMALIHFITIUHNU 7]7]1141“]5”5?!15?]5\1@1%’!9!

Please base your opinion on your latest international outbound flight at Suvarnabhumi Airport

vy by Bt szauANMANA A5 1N
ﬂ]ii’ugﬂ’)"IN!T;TENﬁ1ﬂ§°UEﬁﬂﬂﬁ'ﬁﬂnﬂBﬂlﬂﬂ?ﬂuﬂ1ﬂﬂ§$!°ﬂﬁ k4 4
' R woahga (1) llvnniiga 5)
UMIMALIUFITIUN
Level of agreement from least
Perception of risk recognized at Suvarnabhumi Airport for international
agree (1) to most agree (5)

outbound flight
1 2 3 4 5

MmuMsIvuImMsiieITumalszima (Functional Risk)

1. navtladadunesaireadlasans lumuzay

Check-in counter opening and closing time for international flights is inappropriate

2. nasunsziihdumse limunzan

Checked baggage acceptance is inappropriate

3. sunaIMIvUdIEsanssazan 1¥usms ludanumung ey

Public Transportation to access airport is inappropriate

{ A g Mo
4, Lﬁﬂ’mmﬂmé{}ummumm VIAAITUU NI AY
The majority of international outbound flights have the same routing

(lacking in variety)

MUMENN (Physical Risk)

1. MaPuManeIiuvIeena1alszmea InssamsdunszuIumsn
=
Tuinann

International outbound flights process is ineffective

2. MIPuMIneIiueendelszmea inmssamsauanuilasasis
C!’ =t
lifinann

Safety and security for international outbound flights is substandard
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Tlsatindsnsldvsmamesiuvieenszriinalszma as. meimaenugIssagi i

\
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mu%mmamamqw

Please base your opinion on your latest international outbound flight at Suvarnabhumi Airport

v Y d‘ o U d‘ a 1
ﬂ15i‘ljgﬂ'J1N!ﬁﬂx‘l%ﬂ°I’i5‘Uﬁjﬂﬂﬂﬁ]iﬂl]i’)ﬂﬂ!‘ﬂﬂ?ﬂuﬂ1ﬂﬂi$!‘ﬂﬂ
UMDIMALIUGITIUYN
Perception of risk recognized at Suvarnabhumi Airport for international

outbound flight

U < Y S
i%ﬂﬂﬂ?1u!ﬁuﬂ?ﬂiﬂﬂ!ﬁﬂﬂﬂ1ﬂ

voanga (1) livinniga 5)

Level of agreement from least

agree (1) to most agree (5)

1

2

3

4

3. MIAUMINeITU00nA1sZMA TMIIAMIAIUTISIUIEANY
azadnd Lz ey

Provided facilities for international outbound flights are inadequate

4. mywumaieriueena1nszma Imssamsdugunimense
Ay

A limanza

Health and sanitation standards for international outbound flights are

inadequate

muFInN (Social, Psychological Risk)

v ' T oA o 9q 9 a
1. mmgmmummﬁzmﬂmm‘nwmmﬁmullmﬂu‘ﬂaauimmghmmi

The cleanliness of the terminal is not satisfactory

9 a ] Vg A @ 9q 9 a
2. mmgmmumimmiﬁum‘w1mmﬁmu'lmﬂumammam%mms

The service standard is unsatisfactory

o s ' v A o Yq Y a
3. ﬂ'lWﬁﬂ‘HﬂnlsUfNVHE]1ﬂ'lﬁ81uvlllLﬂu%ﬂﬁ]ﬂiﬂﬂlﬂﬂﬁjﬁlsﬁﬂifﬂi

The image of the airport is poor

4. mslduimsiorivaneendralszme o MeImMAe U5 UL
v A o o A~ Y ' A

Titlunensvvesynaam liliedsunumeinmesiuoun luissime

Suvarnabhumi Airport is perceived by the public as unacceptable when to

compare to other airports in Thailand

MU (Time Risk)

1. SUMUBINBIMASIUEINADNTIHIDA

The location of the airport is difficult to access

Y Y K = Y A a
2. mumwumWIwmmﬁmuﬂwmmmmzau (EDUNDNINUAUNNNIN)

Access to the airport is restricted (allowed too much spare time)

d' S a A ) d'
3. ﬁmumamauﬂﬁmm'lmwmwa (hl,aa”mm“lumimmama)

Car parking is not enough (too much time looking for parking space)

4. pszVIUMIME UM iveenaelsemaldaiiu

Processing time for international outbound flight is too long
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=K K Y a d' a \J \J a d' Y a g’l \
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Please base your opinion on your latest international outbound flight at Suvarnabhumi Airport

. . STAUANMTHA8]ALISE1D
v Y = o U = a 1
ﬂ155‘]]gﬂ'J1N!ﬁﬂ\‘l'sﬂﬁi‘Uﬁjﬂﬂﬂﬁ]ﬁﬂl]ﬂﬂﬂ!ﬂﬂ?ﬂuﬂ1ﬂﬂi%!‘ﬂﬂ v A A
. - voanga (1) livinniga 5)
UMIIMALIUFITIUN
Level of agreement from least
Perception of risk recognized at Suvarnabhumi Airport for international
agree (1) to most agree (5)

outbound flight
1 2 3 4 5

o & Ao o A ' 1 g
5. MIvanundmTudumatuaalseme voanmermerey iy
sudon (Fona lumsAungasuuimsaiee)

Areas allocated for international outbound flights is improper (take too

long to locate service counters)

v oA = o WY Y a a A ' ' a
aIUN 6 mmw&wa‘l&nmmu@mmmsmmuuﬁumanszmnﬂﬁzmﬂ L MIIMALUGITIUHN
(Satisfaction of the provided services at Suvarnabhumi Airport for international outbound flight)

o A o A \/ o a 4 9 =
ABLUDI: NTUTINUATOINNIY aa114m15mmmimummﬂﬂmmm@mmmuaanmmwm

o W a ] { {
doiaen Tavisoadwuanuaamiunndesiaa (1) ldwwnniiga (5)
Instruction: Please place v mark in front of each statement best matches your opinion; least agree

(1) most agree (5)

v

ISP Y a d‘ a v \J a d‘ Y a 23 v
Illﬁﬂ“lf!ﬂﬂx‘lﬂ1isl‘liﬂiﬂ1i!TlEJ'J’IJHﬂH?)i’)ﬂiZ?‘i’JN‘iJiZWIﬁ UMIIMALIUFITIUHU ‘VWH“Iﬂ‘]ﬁJiﬂ1iﬂi\‘lﬂ1i!ﬂ

Please base your opinion on your latest international outbound flight at Suvarnabhumi Airport

. o — szauaNuTianelalaeisae01n
ﬂ?1NWQWﬂi§]ﬁ1ﬁ‘§ﬂﬁﬁﬂﬂﬁ1islﬂi’)ﬂﬂ!ﬂﬂ'f]‘]JuﬂN‘iJiS!“Hﬁ v A 4
: 1 eadiga (1) Tunnniiga (5)
UMIIIMALIUFITIVUHN
Level of satisfaction from Dissatisfied
Satisfaction of the provided services at Suvarnabhumi Airport for
(1) to Completely satisfied (5)

international outbound flight
1 2 3 4 5

v d
AUDIANT (Organization)

v Ay o J @ a a o 1
1. ﬂmﬁﬁ‘Wﬂi"ﬂﬂﬂﬂﬁﬂﬂﬁullﬁz‘wu’ﬁﬂﬂﬂ]@ﬂﬂiﬁﬂﬂ?ﬂ1ﬂ1ﬁﬂ1u]‘1ﬂﬂ
9 =
mnntioaiiadla
Are you satisfied with the vision and mission of the Airports of

Thailand?

2. aaane ladumileuvesusinmoimeaey Ineunieaiiodla

Q

Are you satisfied with the Core Values of Airports of Thailand?
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Tsaiingamslsuimamentivvieenszninalszma amermasnugIssugi f

2
o 1

\J Y a
‘Vlﬂ-ﬂ‘lﬁjiﬂ"liﬂix‘lﬂ"l’q’ﬂ

Please base your opinion on your latest international outbound flight at Suvarnabhumi Airport

=< o U d‘ a \J
ﬂ?]uWQWﬂiﬂﬁ]ﬂiﬂﬁﬁﬂﬂﬁ1§ﬂl1’00ﬂ!‘nﬂ]‘ﬂ1&ﬂ]ﬂﬂ§8!ﬂﬂ
MUMDIMALIUGITIUYN
Satisfaction of the provided services at Suvarnabhumi Airport for

international outbound flight

U = =
szAUANNNINBI A3 9910

voanga (1) livinniga 5)

Level of satisfaction from Dissatisfied

(1) to Completely satisfied (5)

1

2

3

4

5

3. puiawelanumasgiums IduImsvesusEnmemseuun

a

9 =
Toaieala

Are you satisfied with the service standards of Airports of Thailand?

MUNITPNY (Personnel)

= [y a Aa @ 9 =}
1. 'f’]m‘WQW’E)Gl,"l]ﬂUnﬂﬁﬂﬂWWﬂﬂﬂJ@QW‘L!ﬂﬂulﬂﬂuE]El!‘Wﬂ\iﬂlﬂ

Are you satisfied with the pleasant personality of the service agents?

2. gaidiane lviiminaudiyadnamimngauaens iusmsun
9 ~

DRERIENE

Are you satisfied with the attitude of the service agents while

performing their assigned duty?

7= o

3. aauitane lhduuyudduiuinavesminaunniesiivala

Are you satisfied with human touch and interaction of service agents?

4. quitane ladunsensemiigamvesminanuinnilosiiosls

Are you satisfied with the politeness of the service agents?

< v o @ 9q 9 a 9/ =
5. ﬂmW\TW@Gl‘I]ﬂU"I]'IH'JUWHﬂ\T]‘L!chlﬁﬂﬁﬂ1ill']ﬂu@ﬂw\m\ﬂﬂ

Q

Are you satisfied with numbers of service agent provided for the service?

MUNTZUIUMST (Process)

1. quitawe lanuanuannsammzdmveswinaudIduinms

o o Ay Yo 9 =
mmmm‘ﬂ'lﬂi‘uam‘umnﬂumuﬂmwmslﬂ

Are you satisfied with the competency of the service agents?

= Y > v 9 =
2. f’]mWQWﬂGli]ﬂ’Uﬂi%"U’Juﬂﬁ‘ﬂgﬂﬁ]E]ﬂlLlJ‘lJll’JlﬂﬂuE]ElLWENGlﬂ

Are you satisfied with the layout of the international outbound flight

process?

= d' d' a 1 =
3. ﬂmwQWEIGIﬁ]T]ﬂi$1J’J1«!ﬂ”l‘§!,1/lEJ’J‘]Ju"'UTt‘)’t‘)ﬂﬁN1]'igmﬁ‘lullﬂ’ﬂll
Fudoumniiesla
Are you satisfied with the simplicity of the international outbound

flight process?
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v
lélsla v 1

MULBUINIIAIIAGA

Please base your opinion on your latest international outbound flight at Suvarnabhumi Airport

=< o U d‘ a \J
mmwawa%mmmfﬂmmimaanmﬂmumaﬂixmﬂ
MUMDIMALIUGITIUYN
Satisfaction of the provided services at Suvarnabhumi Airport for

international outbound flight

U = =
szAUANNNINBI A3 9910

voanga (1) livinniga 5)

Level of satisfaction from Dissatisfied

(1) to Completely satisfied (5)

1

2

3 4 5

4. quitane ludlosnnnszurumsdmsuiieddiunesnaiinay
4 v

dsgiulannasenlduiag

Are you satisfied with the consistency of the international outbound

flight process?

5. gaiiane lanunszuaumstenduneeniiinasgiunilos
igala
Are you satisfied with the standard of services of the international

outbound flight process?

duginsaivazmaluladiansauma (Equipment & Technology)

= Y o I ' Y a
1. 'f’]mWQWﬂGli]ﬂﬂﬂ?ﬁﬂﬂﬁii@‘ﬂﬂimﬂlﬁlﬂzﬁiJC‘lf]ﬂWﬁsl"]f‘]_lﬁﬂTﬁJ"lﬂ

9 =1
Toaieala

Are you satisfied with the technology equipment available to you?

=3 v o I A 1 Y a 9 =
2. ﬂﬂ!WQW@%ﬂﬂﬁnu’JuQﬂﬂimﬂL'WfN'W?J@]?JﬂﬁGl“]ﬂJﬁﬂﬁlﬂﬂu@ﬂmﬂﬂﬂ
Are you satisfied with the accessibility and the quantity of the technology

equipment available to you?

o 9

= o S ~ ]
3. ﬂmWQW@Gli]ﬂUﬂ'ﬂilLﬂu[fjuW]TL!L“I/lﬂIuIﬁﬂﬂJ@Qﬂi@Tﬂ1ﬁmuh1ﬂ

a

9 =1
Toaiieala

Are you satisfied with the airport technology advancement?

muanuaenne (Safety & Security)

= Y o Y] o Aa
1. ﬂmWQWﬂiﬂﬂﬂﬂ’]ﬁﬂﬂﬂ’ﬁﬂ’]uﬂ?’]ﬂﬂa@ﬂﬂﬂ‘ﬂllll’]ﬁiﬁ’]u

Are you satisfied with safety and security standards?

= @ @ Y = o Aa
2. ﬂm‘WQ‘WE]Gl"l]ﬂ‘Uﬂﬁﬂﬂﬂ15ﬂ1u‘ﬁ?@u1ﬂﬂﬂﬂﬂ1@ij§1u

a

Are you satisfied with health and sanitation standards?

= o o Y o Y Aa
3. ﬂmwQwaslﬁ]ﬂ‘umﬁ%ﬂmimumiﬂmnumqﬁwﬂummgm

Are you satisfied with the airport disaster preventive plans?

= o o Y o A 02 A Aa
4, @mwawaclimumﬁmmimumﬁmmmmimqmauwmmmgm

Are you satisfied with the airport emergency respond procedures?
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v
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FUINIAIIAITA

Please base your opinion on your latest international outbound flight at Suvarnabhumi Airport

=< o U d‘ a \J
mmwawa%mmmfﬂmmimaanmﬂmumaﬂixmﬂ
MUMDIMALIUGITIUYN
Satisfaction of the provided services at Suvarnabhumi Airport for

international outbound flight

U =< =
szAUANNNINBI A3 9910
voanga (1) livinniga 5)

Level of satisfaction from Dissatisfied

(1) to Completely satisfied (5)

1 2 3 4 5

Y ' 7 o
5. ﬂﬂ!ﬁ\inJ%ﬂUﬂﬁ@]ﬂﬂﬁuﬂ\m@ﬁﬂ1umiﬂl°ﬂﬂi%ﬂﬂéﬁuﬂ’ﬂi\lﬂﬁﬂﬂﬂﬂ

Are you satisfied with the airport safety and security procedures?

MUMSVINMS (Overall Service)

1. gaiane lanumsusmaierdivesnaielszmaedsd g
Are you satisfied with the experience in international outbound flight

management?

2. gaiiane lanumsiannganwmshiedaitaue

Are you satisfied with the continued development and improvement

process of the international outbound flight services?
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Are you satisfied with the impression of services received?

audl 7: nuvaevmndeyandliifernudaeunuuaevein (General information about

respondents)
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Instruction: Please place v mark in front of a statement best matches your opinion

1.

2.

3.

INF (Gender)

L11) ﬁtij\i (Female) 1 2) 118 (Male)

a tlJuG]ﬂa (Nationality)

1)) Ine (Thai) [12) %198199%1@ (Foreigner)
Fomad (Origin)

1 1.) Ine (Thai) [12) 1®1%0 (Asian)

113) Eﬂi‘ﬂ (European) ] a) IS5 (mﬁa—‘léf) (American)
[15.) uew5m (African) []6.) aziuponnale (Middle East)

[17.) ouq Tulsasey ... Other .......



4.

5.

6.

7.

201

01¢ (Age)

(1 1) #1031 203 (Under20) [ 2) 20-30 ) (20-30 years)  [] 3) 31-407) (31-40 years)
(] 4)41-50 Y (41-50 years) L15) 1100731 50 T (over 50 years)
5TAUMIANEIGIGA (Education)

L) G%Wﬂ?hﬂ?ﬂluﬂlumg (High school) ] 2) ﬂ?ﬂ]uﬂ]umg (Bachelor degree)

L] 3) ﬂ?tfgﬂgﬂ‘ﬂ (Master degree) [] 4) ﬂ?ﬂ]uﬂlunﬂﬂ (Doctorate degree)
510l dneiReu (Monthly salary in Thai baht)

[ 1.) §nim3 e 15,000 179 (15,000 baht or below)

[]2.) 15,001 - 30,000 U1 (15,001 - 30,000 baht)

[] 3.) 30,001 - 45,000 U1 (30,001 - 45,000 baht)

[] 4.) 45,001- 60,000 LN (45,001- 60,000 baht)

[] 5.) 60,001 - 75,000 11N (60,001 - 75,000 baht)

[16.)75,001 - 100,000 LN (75,001 - 100,000 baht)

(77 100,000 11141'1a) (More than 100,000 baht)

91%N (Profession)

(1 1)1 euaindnun (Student)

L] 2) 515N /wﬁmm%’g AN (Government officer/ State enterprise officer)
L] 3) wilnamuussnensy (Employee)

[ 4) dszneugsnaaauda / Wiuaud (Private business/Self-employed)

[ 5) viethu/ withu (Work at home)

L1 6) U 9 (T‘ﬂi AT .. ¥ B B Other (please indicate)
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Thank you for participating this survey





