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AITMA  WINAIKOSOL : COMMUNICATION BEHAVIOR OF THAl AIRWAYS INTERNATIONAL
PUBLIC COMPANY LIMITED RESERVATION STAFF AND PASSENGERS' SATISFACTION. THESIS
ADVISOR : ANCHALEE LEESAVAN, Ed.D. 151 pp. ISBN. 974-334-239-7

The purposes of this research were to investigate 1) Communication pattems and behavior of Thai
Airways reservation staff 2) Attitude and communication behavior of reservation staff with different demography
based on of sex, age, position and duration of work 3) Passengers' satisfaction towards reservation staff service
would vary to their sex, age, education, and income. 4} The correlation between passangers' attitude towards
reservation staff and the passengers’ satisfaction fowards reservation stnﬂ serwce and 5) The comelation

between passengers' satisfaction towards reservation staff service and their commumcatlon behavior,

This study utilized a survey research. A sample size of 130 reservation staff of Thai Airways at
Larnluang Branch had been randomly selected together with 442 current Thai Airways passengers, The
percentage, mean, t-test, one-way ANOQVA, and Pearson's Product Moment Correlation Coefficient were used to
analyze the deta. Statistical Package for the Social Sciences for Windows '(SPSS for Windows) Programme was
employed for data processing.

The results of the research found:

1.- The attitude of reservation staff towards their job sarvice-and pasaengem ware positively correlated
with communication patterns and behavior of reservation staﬂ‘ .

2. Reservation staff with diﬂerent'sax. position.‘and"du;étion of work, was statistically different in terms
“of their attitude towards job service and 'bassangers. However, the age demography was not a factor over the
attitude of reservation stafi,

3. Reservation ataﬂ with different demographic characteristics in age, position, and duration of work,
except sex, were atauatroaﬂy different in terms of communication behavior.

4. Passengers of different education and income were significantly different in their satisfaction toward
reservation staff service. However, sex and age were not tha factors over passengers' satisfaction.

5. Passengers' attitude towards Thai Airways reservation stefl wes positively correlated with
passangers’ satisfaction towards reservation staff service, and '

6. Passengers’ satisfaction towards reservation steff service was not statistically correlated with
‘communication behavior of reservation staff.
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