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MANASAK PHAMONMAREERUT : THE DEVELOPMENT TRAINING FOR
PASSENGER SERVICE AGENT

THESIS ADVISOR : KANOK SARSITTHITHUM, Tech. Ed. D., 179 PP

The purpose of this research was to develop and determine the efficiency of the training
course for passenger service agents as well as the follow-up of working performance after they
had passed the developed training course. The sample group was twenty-six newly-employed
passenger service agents from Bangkok Flight Services (BFS) Company whose working
performance was monitored for one month after finishing the training course. The statistics
used in this research were percentage, means, standard deviation and reliability of the tests
exercises by using Cronbach’s Apha Coefficient method.

The developed training course consisted of four main tasks; 1) Preparation before
working 2) Providing service for departing passengers 3) Providing service for arriving
passengers and
4) Document management. The developed training course was made up of 34 topics.
The evaluation of the training course indicated that the appropriateness was at much level.
The efficiency of the curriculum was equal to 87.17/86.57 percent which was higher than the
expected value. The reliabilities of the tests and exercises were 0.754 and 0.804. The evaluation
of participants’ satisfaction was at the most appropriate level.

After monitoring the work performance for a month, the participants and their
supervisors concluded that the training course was appropriate for every task at the much level.
In addition, they could adapt the knowledge trained to improve the quality of their work
performance. Besides, they suggested adding the topics of communication for real situation and
the moral and ethics in the training course. The training course should be scheduled frequently

and there should be a training course for becoming the head of passenger service agents.

Aviation Management Student’s Signature

Academic Year 2015 Advisor’s Signature

Co-Advisor’s Signature






