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Abstract

Nowadays, many organizations have given importance to developing the competencies of their personnel
since the competency of personnel in that organization will affect the service quality and create a competitive
advantage for the organization. This research therefore aims to study 1) competency level of passenger ground
services agent in full-service airlines in Thailand. 2) service quality level of full-service airlines in Thailand. and 3) the
influence of the competency of passenger ground services agents on the service quality of full-service airlines. Data
were collected from a sample group of 419 passengers who had previously used full-service airlines operated in
Thailand and the data were analyzed with descriptive statistics such as percentage, frequency, and standard deviation
and inferential statistics, including correlation analysis and regression analysis.

The results of this research found that the competencies of passenger ground services agent had the highest

average values was the security inspection at the boarding gate with a mean value of 4.53 (S.D. = .47). The service
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quality of airlines that received the highest mean value was assurance with a mean value of 4.48 (S.D. = .50).
Moreover, the highest competencies of passenger ground services agent that affect the service quality of full-service
airlines are; 1) Ticket facilitation with a Beta value of .680 2) Reservation service for passengers with a Beta value of
.642 and 3) Security inspection at the boarding gate had a Beta value of .616 with statistical significance at the
0.01level. All 3 competencies are an influence on service quality in terms of responsiveness.

Keywords: Competency, Service Quality, Full-Service Airlines, Passenger Ground Services
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Competency 10 134 .042 .154 3.191 .001
R = .024 SEE.=.544 F=10.17 Sig. of F =.000

(Constant) 2.509
Competency 11 349 .048 334 7.247 .000
R?=112 SEE.= 519 F=5252 Sig. of F =.000
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M1509% 5 N15IATIEINTIA0RY AuTIIUETRINnUABuTUNIANUTdINasEAMANUSNIIUANTRi LA

(Reliability)

AuITULVaINTiNMUdauTUAIANY AMAINUINISAUALLTRT DL

b S.E. R t Sig.

(Constant)  1.938
Competency 1 .505 .038 .546 13.315 .000
R*=.298 SEE.=.387 F=177.278 Sig. of F =.000

(Constant) 3.384
Competency 2 179 .036 .236 4.952 .000
R?=.056 SEE.=.448 F =24.52 Sig. of F=.000

(Constant) ~ 2.983
Competency 3 .288 034 .384 8.492 .000
R*=.147 SEE.=.426 F=7211 Sig of F=.000

(Constant)  2.576
Competency 4 373 033 479 11.142 .000
R*=.229 SEE.=.405 F =124.13 Sig. of F =.000

(Constant)  1.603
Competency 5 .559 .038 .581 14.576 .000
R? = 338 SEE.=.376 F =212.45 Sig. of F =.000

(Constant) ~ 2.518
Competency 6 397 .027 .578 14.450 .000
R* = .334 SEE.=.377 F=208.79 Sig. of F =.000

(Constant)  3.405
Competency 7 .188 .030 .295 6.296 .000
R”=.087 SEE.=.441 F=39.63 Sig. of F=.000

(Constant)  3.404
Competency 8 .189 .023 .368 8.072 .000
R = 135 SEE.=.429 F=65.15 Sig. of F=.000

(Constant)  2.810
Competency 9 .308 .028 473 10.951 .000
R* = 223 SEE.=.407 F=119.92 Sig. of F=.000

(Constant)  2.356
Competency 10 .415 .029 571 14.216 .000
R*=.326 SEE.=.379 F =202.10 Sig. of F =.000

(Constant)  2.347
Competency 11 412 .038 471 10.902 .000
R?= 222 SEE.=.407 F =118.85 Sig. of F =.000
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€
o
€
(3

*dydAgysananszau 0.01

3) ANAINUINITAIUNITADUAUDIABYNAT LARINARIAITIT 6 TeaBurelaneil aussauzves

wilnnudeusunaiufidsmasionmnmusnisiunisnevauswagnd uniigadu dduwsn laun nsewae

'
aa @

auazaInieatiutnslaeans e Beta Wiy 680 sgnsdiuddynisadnfisedu 0.01 Svanunsaeduiele
1 dleaussaugdunssueanuagmnieatutinslasanfintu 1 mise svdmalinunmuimadiunis
noUAUDIagNAN Wity 0.68 vne Tnsanunsaadsaunisvinngldsd

Y = 2.106 + .493X
de Y = AmeinsalaanmuInIsiunseUaLesHagnAn

X = N581WEANNALAINNEINUUATIAEETS

4) AunWUINIRUNMIUsE AN LanNaRIN1TT 7 Seesunsladel aussnuzveamnay
Fousuniafiufidmasenanmuinisfiuntsussfunmuain snnigadudiduusn Tdun n1sdumdoyanis
éf’ﬁmﬁﬁﬂﬁm;ﬁmmi fiein Beta Wity 596 egafiifdfaynisadisyiu 0.01 Fsawnsaeduieléin e
aussouzdunsfumdeyamadsesiiidliunglosasifindu 1 mise wwdmald auamuinmsdumsUseiu
ALAT LT 0596 e Tasansoadeaumsiungldsed

Y = 2.656 + .424X
de Y = Ameinsalpanmuinisiunsyseunann

X = Msfumdeyanisarsesildliundlageans

M19199 6 MIIATIINITONNBY AUTIAULTDINLNIUADUTUNIANUTIANARDAMNINUINITAUNTHOUA LD

#ognA1 (Responsiveness)

sussouzvasntinmudeusuniaiiy ANATNUINSINUNIABUEUDIABGNAT
b SE. R t Sie.
(Constant) 2514
Competency 1 .368 .044 377 8.311 .000

R =.142 SEE.=.541 F=69.08 Sig. of F=.000

(Constant) 3.038
Competency 2 .256 .037 319 6.885 .000
R?= 102 SEE.= .462 F =47.39 Sig. of F =.000

(Constant)  2.312
Competency 3 .450 032 .569 14.112 .000
R*=.323 SEE.=.401 F=199.139 Sig. of F =.000

(Constant)  2.159
Competency 4 467 .033 .569 14.122 .000
R?=.324 SEE.=.401 F=199.42 Sig. of F =.000

(Constant) 1.280
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aussauzvaIntnaMudauiunAiu ANATNUINSINUNTABUEUDNBGNAT
b SE. R t Sie.
Competency 5 .625 .039 616 15.963 .000

R* = .379 SEE.=.384 F =254.81 Sig. of F =.000

(Constant) 2.106
Competency 6 .493 026 .680 18.913 .000
R® = 462 SEE.=.357 F = 357.70, Sig. of F = .000

(Constant)  2.877
Competency 7 319 .029 473 10.955 .000
R?= 223 SEE.=.429 F =120.00 Sig. of F =.000

(Constant) ~ 2.989
Competency 8 291 022 536 12.967 .000
R®= 287 SEE. = .411 F =168.13 Sig. of F = .000

(Constant) ~ 2.385
Competency 9 .402 027 .584 14.699 .000
R* =341 SEE.=.395 F =216.04 Sig. of F = .000

(Constant)  2.002
Competency 10 .492 .029 .642 17.104 .000
R = 412 SEE.=.374 F =292.52 Sig. of F =.000

(Constant)  2.120
Competency 11 .460 .039 .497 11.709 .000
R*=.247 SEE.=.423 F =137.10 Sig. of F =.000

1Y

*dydAgysananszau 0.01

M15199 7 MTIATILNNITONN0Y AUTTOUTVBINTNMUADUTUNIATIUTIdNaRBAMAINUINITITUNTTUTEAY

AN (Assurance)

aussauzvasninamudauiuniaiiu AMNINUINITAIUNTUSEAUAMINW
b SE B t Sig.
(Constant) ~ 2.651
Competency 1 .420 .045 416 9.352 .000

R®=.173 SEE. = .458 F =87.45 Sig. of F=.000

(Constant)  3.769
Competency 2 169 .040 .204 4.252 .000
R*=.042 SEE.=.493 F=18.07 Sig. of F=.000

(Constant)  3.687
Competency 3 .198 .039 .242 5.089 .000
R? = .058 SEE.=.488 F =2589 Sig. of F=.000
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sussouzvaswinmudeusuniaiiu AMAINUINSAUNSUsEAUAA I
b S.E. B t Sig.
(Constant) ~ 2.880
Competency 4 .382 .037 .450 10.287 .000

R*=.202 SEE.=.450 F =105.83 Sig. of F =.000

(Constant) 1.673
Competency 5 .619 .041 .590 14919 .000
R? = 348 SEE.=.406 F =222.58 Sig. of F =.000

(Constant)  2.939
Competency 6 172 .033 .248 5.217 .000
R* =254 SEE.=.435 F=141.94 Sig. of F =.000

(Constant)  3.809
Competency 7 319 .029 473 10.955 .000
R*=.061 SEE.=.488 F=27.21 Sig. of F=.000

(Constant)  3.707
Competency 8 199 .026 .356 7.768 .000
R?=.126 SEE.=.470 F =60.34 Sig. of F =.000

(Constant)  2.656
Competency 9 424 .028 .596 15.143 .000
R* = 355, SEE. = .404, F = 229.31, Sig. of F = .000

(Constant)  2.641
Competency 10 .428 .033 541 13.129 .000
R*=.292 SEE.=.423 F =172.37 Sig. of F =.000

(Constant)  2.175
Competency 11 531 .039 .556 13.660 .000
R? = 309 SEE. = .418 F =186 Sig. of F =.000

T
o aa @

*yd A NanAngeavu 0.01

5) aunwuinisfiuatnudnlognés uanawadsnnsied 8 Feesureldddl aussnusvesminey
dousumeaiiuiidsmasionmuamuinasduarandilagnd wnfign Wudduusn Wi msliuinisdisesiids
uAglngans fien Beta Wiy 528 egrelidrdymsainfiszdu 0.01 Feanunsasiuielddn Weanssausnns
THusnsdsesiidoundlasanaifistu 1 wie agdwal® annmuinisduamudlagndn sty 0.528
e Tagannsnaiaunsyiugldwsd

Y = 2.490 + .426X

do Y = dmensalgunmuinssnuauidilagndi

X = msbiuimsdsesilaunylageans
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A15197 8 NFILATILIAITONDBY AUTTOULVBINTNNUABUSUNIANUN

anA1 (Empathy)

ANANDAUNTNUY

3n1991UN15:01D

q

AUTTAUSVBINUNUABUSUNIANY

a 14 v 14
Qmﬂ']WUiﬂ’ﬁﬂ’]‘Nﬂ’ﬁVU’ﬂﬁ]gﬂﬂ’]

b S.E. B t Sig.
(Constant) ~ 2.970
Competency 1 310 .048 .302 6.460 .000
R*=.091 SEE.=.489 F=41.73 Sig. of F =.000
(Constant) ~ 3.003
Competency 2 313 .038 371 8.154 .000
R?=.138 SEE.=.477 F=66.49 Sig. of F=.000
(Constant) ~ 2.941
Competency 3 .344 037 413 9.257 .000
R?=.170 SEE.=.467 F =85.69 Sig. of F = .000
(Constant)  3.046
Competency 4 .304 .040 .352 7.670 .000
R*=.124 SEE.=.480 F =5882 Sig. of F=.000
(Constant)  1.821
Competency 5 551 .045 515 12.278 .000
R* = 266 SEE.=.440 F =150.75 Sig. of F = .000
(Constant) ~ 2.810
Competency 6 370 .033 .485 11.315 .000
R?=.235 SEE.=.449 F =128.02 Sig. of F = .000
(Constant)  3.691
Competency 7 162 034 .228 4.783 .000
R*=.052 SEE.=.500 F =22.88 Sig. of F =.000
(Constant) ~ 3.720
Competency 8 155 .027 271 5.743 .000
R?=.073 SEE.=.494 F=3298 Sig. of F=.000
(Constant) ~ 2.992
Competency 9 .309 032 .425 9.600 .000
R*= 181 SEE.=.464 F=9216 Sig. of F=.000
(Constant) ~ 2.490
Competency 10 426 034 .528 12.701 .000
R*=.279 SEE.=.436 F =161.30 Sig. of F = .000
(Constant) ~ 2.529
Competency 11 413 .043 424 9.558 .000
R?=.180 SEE.=.465 F=91.35 Sig. of F=.000
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o 1Y

*dydAgysananszau 0.01

aAUs1gna (Discussion)

nHaMTITe ausneAusienaldlulssiiu fuiolui

1) nuan1sAnunieseduaussougvesninnudouiuglasasniaiiu Sdlduadn aussousdils
ARdpgegn Ao MnsadeunIsinvIATIaenSUsnaUsEgnteentueies fdads iy 4.53 Su
yanefls Msamnany unpdnvuzvesilasans Tmdnssddunsyindiveslasans noufinsuaiasdu
Mwnliuiesdusunnedeiiioaduniela il esnuinadssgnieeniunies ugnsenssii
sppznameaunsiglagansanssadanaiunsufoinureminanuuinaniaiuld Fserarililasy
AvuLuUssuasTusoligeign

2) MNNANSANITIAIUANTIUTOERDURUUADUANROAMAINNNTUINTYRsaeNsTunliu3Nng

< i =

Wuguuuy dwiifidnedegean o nsusziuguam (Assurance) Seusuifiuilliiaenndosfunanisidoves
AnAfie] (2561) fidnwidesaussougnsuinmsvemtnauniafiuluaensduduyus uasldnanisin
wuin Auauimsiumudugussssuweauins (Tangible) WushuildsuAtadegsananannimuins
i1 5 fu sheil orauissnanneuuanssvesdagnsTiuinmsvesaenistuiia 2 sUkuy Ae @emsdud
Tu3nmsuiuguuuy way aemsdusuumn Sainauuimaniefiulivouiamslsuimsfiuntossiediu g
dwaronssuiuazanudniulunislivinisvesiiagans

3) mﬂmamﬁmeﬁﬁw%‘wa%aamiaumaawﬁ’ﬂmuﬁau%’u;ﬁmmimﬂﬁuﬁﬁmaﬁiaqmmwmi
vimsvesanentsfuiiliuinmadiuguuuy wul aussousvemminmudeusuniaiy dwadennninuinisig
5 §1u Faflanwaenrdedululufienafientuenuidoaes Kanittha wae Kannapat (2020) way 11uideves
Walanchalee wag Chanin (2012) 105u1eléin aussaurveaniinny annsafusiimusnuaimvesans

o

n30uls ualiesnneuAdediieades Wlainsdnwmaunmuinisuiadu 5 du Wwdeanunuddeluadsl

a =

ibildanuisailSeuiisudninavesaussausnlineanainuinislundasaiuls I9eivsienaianiny

AAAADIMUNTNTINVDNNUITIINTIY

#9U (Conclusion)

nmsAnwiiedvinavesaussausveminaudeuudlasaisaaiiu fidwmase aunimuinisves
aen1stuiiliuininsusuuu lneftudoyannnduiiogisdifudlnsarssntlne ong 20 3ulY fiagld
Uinnsanemstuiliuimsidusuuutlutszmalne Tagldsunuvasuauiiauysaindusndiuau 419 ya
wud frounuuasuniudiawindusoanssausveminaudeusudlasansniafiu geae 3 duusn Idud
1) msgrunemnuazmnlumsamadouglasans 2) mslisnsdsesiidauidlaoans wag 3) msdumdeya
nsdrsesitdsliuiglnoans laodid1adowindu 4.35 4.33 uaz 4.29 auadiv Anudaiuyesgney
wuuaeumTifidenanmnsUIMsvesE s sTuiiliinsiugUuuy Fesddumudiedeuniian 3 diu
16uA 1) msUsefunmnm Senadenindu 4.48 2) msidlagnén Srnadewinfu 4.32 was 3) Anudede
Pndlald sirnadewintu 4.13

KAN1TIATIBVENATR AT IO UETRsNTnLFausUnIATIY AfdenmANUINNTVBIAIEN1TDY

WU aussaurvemtinudsusuglagansniaiiu d8nSnadonmnInuInisn 5 au lagamuaInuInIseu
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n1sneUauBIRagNAn (Responsiveness) iufuilldanswasnaussauzasminausiousuilnsansaiaii
uniian Tnglddvnaan 1) aussausdedi 6 mssrursanuazmninfudasineans a1 Beta wirfu 680
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mnanensdusiosnisiaunauaInuInsludusngg s 5 Fudina1n fannsngaaiuadsanssnuzvos
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