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ABSTRACT

The objective of this independent study was to study international flight customers
satisfaction towards in flight food service of Thai Airways International

Questionnaires were used for data collection and distributed to 400 passengers who used
the services of Thai Airways International at Suvarnabhumi Airport by convenience sampling.
The collected data were analyzed using the descriptive statistics: frequency, percentage, mean and
weighted mean.

It was found that the respondents considered the overall of the satisfaction towards in
flight services at the high level of satisfaction. The sub-factors with the highest mean score that
affected the respondents at the highest level of satisfaction were as follows: product sub factor
which was cleanliness of food and equipment (mean = 4.20), Thai airway image sub factor, which
was quality in flight food caterer, cleanliness safety (4.11), service sub factor, which was smiling,
active and friendly (mean = 4.03), people sub factor which was suitable uniform, cleanliness and
need (mean = 3.97).

In addition, the overall problem was low. The highest mean score of each sub factor was
as follows: product sub factor, which was less choice of menu (mean = 2.54), service sub factor
which was slow service (mean = 2.17), people sub factor which was lacking of care for individual

passenger (mean = 1.90), image sub factor which was unqualified catering that was not certified



from variance certified bodies such as FDA HACCP GMP, ISO (mean = 1.74). Furthermore,
more respondents (percentage = 55.25) agreed on no alcoholic beverage in flight, because spirit

was no good and might cause the problem to others.



