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Abstract

This study had two major purposes: (1) to study quality service factors influencing
customer service values at Airports of Thailand Public Company Limited. (2) to determine the
level of service values of employees at Airports of Thailand Public Company Limited. The
sample groups were 400 former customersSampling by Randomwho had the services from
employees of Airports of Thailand Public Company Limited in departure lounge, Suvarnabhumi
Airport by using a questionnaire as a tool. The collected data was analyzed from statistical
applications, such as percentage, mean, t-test, F-test, Pearson correlation, and multiple
regression analysis.

The study findings revealed that most of respondents were males, age between 31-
40 years old, married status, a bachelor degree graduated, government officers/state enterprise
employees, average monthly income over 70,001 baht, and used airport services 7-9 times
annually. The overall picture of the opinions on quality service factors were at high level
consisted of responsiveness, physical appearance, reliability services, compassionate aspect,
respectively. As for reliability services, the overall picture of the opinions on reliability services
were at high level. As for service values, the overall picture of the opinions on service values
were at high level. The different number of services usage annually affected service values.
The quality services factors correlated to service values in the same direction. The quality
service factors influenced consumer service values of employees at Airports of Thailand Public
Company Limited in departure lounge, Suvarnabhumi Airport at statistical significant 0.05

Recommendations from the study results were that quality of service excellent
should emphasize of all aspects, whether the images inside or outside the organization, build
the quality services of the employees, such as employees are willing to give the services in

order to satisfy customer requirement.

Keywords: Quality service, Service values, Suvarnabhumi Airport.
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