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Author Miss Angsumalin Sacjae
Major Program Business Administration
Academic year 2019

ABSTRACT

The purpose of this research were to study the differences of personal factors
towards the service quality of Hat Yai International Airport and the relationship between service
quality and service efficiency of Hat Yai International Airport to be the information development
of Hat Yai International Airport's service. Data was collected by the satisfaction survey of the
departing domestic passengers who used the service of Hat Yai International Airport in the total
of 400 samples. Most of them were female in a total of 247 samples, aged 21-30 years old in a
total of 152 samples. Most of them are studying at the bachelor's degree level in a total of 241
samples. The occupation is a private company employee in a total of 117 samples and the average
monthly income is between 15,001-25,000 baht in a total of 106 samples. The statistics used for
data analysis combined of Percentage, Mean, Standard deviation, t-test value for two variable
groups and Analysis of Variance (ANOVA) with more than two sample groups compared by
Least Significant Difference (LSD) and Pearson Product Moment Correlation Coefficient.

The results revealed that the different gender did not affect the service quality.
But different age, education, occupation, and monthly income affected the service quality at
statistical significance .05 In overall, the service quality correlated with the service efficiency in
the CIPP Model at the high level and the same direction at the statistical significance level .01
When considered the service quality in each aspect, it found that the service quality in all 5
aspects such as tangibles, reliability responsiveness and assurance and empathy correlated with
the overall of correlated with the overall service efficiency in the CIPP Model at the high level

with the same direction at the statistical significance level .01
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