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The Desirable Characteristics of Ground Service at Check-in Counter Area

by Passenger’s Requirement at Suvarnabhumi Airport
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Abstract

This research has 2 objectives: 1) to study the desirable characteristics of ground
service at check-in counter area by passenger's requirement at Suvarnabhumi Airport 2) to compare
the desirable characteristics of ground service at check in counter area by passenser's requirement
at Suvarnabhumi Airport. Sample sizes were Thai and foreign passengers who received services and
could speak English language. Four hundred passengers were selected by quota and accidental
sampling. Data were collected from questionnaires and analytical statistics were used such as
frequency, percentage, mean, standard deviation and hypothesis testing with t-test and F-test, one-
way analysis of variance (One-way ANOVA) and dual comparison with Scheffe’s technic.

The results revealed that the most traveling purposes of Thai and foreign passengers
at Suvarnabhumi Airport were travel. Most of them used to visit Suvarnabhumi Airport more
than 3 times, traveled by plane 1-3 times per year and chose an economy class ticket. The service
were the most desirable characteristics of ground service atcheck-in counter area by passenger's
requirement, which had the higher average scores than emotional stability and personality,
respectively. Hypothesis testing showed that passengers who had different sex, traveling
purpose, frequency of traveling by plane, number of service experience at Suvarnabhumi Airport
and type of seat tickets required similar desirable characteristics of ground service at check-in
counter area. However, passengers who had different nationality and age required significant
different desirable characteristics of ground service at check-in counter area(p<0.01). This results
can be applied as selection guidelines, improving service plan for foreign passengers who have
different culture and increasing service for passengers whose age more than 51 years old.

Keywords: Desirable, Ground Service, Suvarnabhumi Airport
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