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ADVISOR : KANOK SARSITTHITHUM, Tech. Ed.D., 200 PP

The purposes of this research were to find an appropriate pattern for producing airline
reservation staff, to define a basic training course and to create a manual for producing airline
reservation staff. Eighteen sets of the evaluation form and an appropriate manual were used for
data collection. The statistics used for data analysis were percentage, mean and standard
deviation.

The results indicated that the appropriate pattern consisted of 4 main processes which
were job description identification, recruitment, training and work performance. These processes
involved 6 steps as follows: 1) providing the job descriptions 2) evaluating qualifications and
personalities by Human Resources Department 3) evaluating and recruiting as an apprentice
4) setting up orientation, classroom and lon the job training 5) assessing performance to be
a permanent staff and 6) retaining staff.

The manual for producing the airline reservation staff consisted of staff production
pattern, information of each production step and examples of activities for staff retention as well
as plans to promote moral and ethics in working behavior. The result of manual evaluation was at
the most appropriate level and the content and other necessary ,details of the manual were
completely presented.
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