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THEANPANSA SINGTHAINIYOM : MODEL DEVELOPMENT FOR PRODUCING
AIRLINE RESERVATION STAFF
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 on 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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Pursue Inner Talent
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SELF-ESTEEM
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BELONGING - LOVE
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SAFETY
Security Stability Freedom from Fear

PHYSIOLOGICAL
Food Water Shelter Warmth
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Airline Reservation Agent Salary (United States)

An Airline Reservation Agent earns an average wage of $13.58 per hour. Experience
strongly influences pay for this job.
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Pay by Experience Level for Airline Reservation Agent
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SALARY TREND

The annual compensation for this career has gone up since 2004. Salaries have increased by an average of
8.40 percent nationwide in that time.
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1. Areall@un North Atlantic, Mid Atlantic 1 @ ¢ South AtlanticNorth & South
American (include. Canada), Greenland, Bermuda, the West Indies, Islands of the Caribbean Sea,
The Hawaiian Island (include Midway and Palmyra)

2. Area2 l@un Europe, Africa, Middle EastEurope, Afvica and the part of Asia lying
West of Ural including Tran (Area 2 93 5301010191 semandnwuiiogl univhesde Tasly
Mo Ura tilwid uu/s Taeniuerszmaiogniens Tuanveuneniv Urd w153417
14 Area2naze9sivludiSe uazlusonln 131u Europe A 28) Note: EC = European

. 4” U v I~/ r d’d ' .
Community v 19/szmal unNgu EC 593Jmnmz]unqwmsﬂm1 EMU = European Economic
& Monetary Union CIS = Commonwealth of independent States Ano i da sz NNgNooNNININ
v o a4 o , . =z 42
SmiFeAndlviare)/szmaogl v Asia Cyprus = 1519z unszmaimunnuiiivegl u
Middle East 1161 IATA Wvoagl gl silunu

3. Area 3 Taun South East Asia, South Asian Subcontinent, South West Pacific,

Japan/KoreaAsia, The East Indies, Australia, New Zealand and the Island of the Pacific Ocean
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PA Travel via North or Central Pacific 1% SIN - SFO - YVR (= Vancouver) 30
NYC—-LAX — BKK (NYC = New York City)
SA Transatlantic routing between South Atlantic and S.E.A. via Central or
Southern Africa, Indian Ocean Island 1%Y4 BKK — JNB — RIO (JNB = Johannesburg )

AT (Transatlantic routing) 1% SFO — PAR — SIN %30 BKK — LON — NYC
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- Ticket : inslaga15l utiazeaniila (issue) laviin1seentnsl asais a
semanizudumsiaumanse 1
Taen1501%1ua Sales Indicator Wuiiog 4 anyaszM 1 une
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- SITO = Sold in Ticket out 1T un15v1890705] aga15l ui/szmanisudunis
a J 1y A4 v a ' .

AN uAeentinsl agarsuentsmanzunun15Aun19 1wy BKK — LON Sold = Chiang
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ﬁﬂ 1 www.ar.jal.com

ELECTRONIC TICKET
PASSENGER ITINERARY RECEIPT

TRES BIEN TRAVEL CO.,LTD. DATE: 23 AUGUST 2005
GROUND FLOOR, SOFITEL HOTE AGENT: 2523

9/9 PRACHASUMRAN RD., NAIM NAME: UTTITO/SAKCHAI MR
KHONKAEN

IATA  :35304323

TELEPHONE: 0 4332 2338-9

ISSUING AIRLINE : THAI AIRWAYS INTL

TICKET NUMBER : ETKT 217 2407728570
BOOKING REF : 1A/ZQB5) F,TG/MT4YS5L

FROM /TO FLIGHT CL DATE DEP FAREBASIS NVB NVA BAGST

KHON KAEN TG 0045 M 24AUG 1440 MXD234 20K OK
BANGKOK ARRIVAL TIME: 1535
TERMINAL:D

THE PICTURE IDENTIFICATION, INCLUDING CREDIT CARD USED FOR ANY
PURCHASE
BY PHONE OR INTERNET, SHALL BE PRESENTED AT CHECK-IN.

ENDORSEMENTS : MIDWEEK AND VALID ON TUE/WED/THU CNI/RFD/RERTE
THB1000

NOSHOW CHARGE 20PCT

PAYMENT ' : CASH 1755.00

FARE CALCULATION : KKC TG BKX1350.00THB1350.00END
AIR FARE : THB 1350

TAX :THB  355YQ 50TS
TOTAL :THB 1755
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Carrier ID./ Airline Data A9 SHAV8IEENITTUN] Y] UAISAUNI
AGT ID.(Agent ID.) Ao SHAVRIUIENMIUNUNIMIEiMIseantns] asals
ISI (International Sale Indicators) Ao anvarz]unisveduazeantingl nears
ORG/DES ( Origin /Destination) Ao gai3uduuazgaviseialeni

A A v v - v v
Name of Passenger 10 W@W@Qﬂ7ﬂ5ﬁ75 WQQ?‘vu73]ﬁqalﬂlﬂu?’uﬂ9u HaIMue e

¥o wazanhninvoveudiemafiul vief M%) 1514 MOONSIN / URAPORN MS

9.

10.

11.

12.

13.

. . A d’ J Y o Ad’ d’ Y A
Endorsement/Restriction o (3ou]vyma q donviuaiitneavosnuins] asas
Not good for passage Mo T1eAZDIAVRUT U] UM IANN Usenoud g From / To

. = a d’ Aa J Y
Carrier 10 aensdunl ¥l ums@ununaziduna

. = d' a d' a J Y
Flight Ao wmmawwmmmﬂun? ‘i’? HNIAUNNUNQSLAa HNIN

Class fo Yulunisusnisiaen] ¥u3ni15l ¥onwsee F(First Class) / C,J(Business

Class) /Y (Economy Class)

14.

15.

16.

17.
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= a o A A -
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- HangnA3 3 Days Basic Reservations & Fare Course Tae T ravelport

MINA 2.4 HANNHITOUALIHAZIDEAVIIHANGAS 3 Days Basic Reservation & Fare

Course 1 9@ Ti ravelport
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1) Starting Travelport

Signing on and off the Galileo System

Smartpoint AppTM Unlocking Y our Sign-On
v Y = I~
WIven1sAnoUsN easteén
1) Starting Travelport Window Layout
Smartpoint AppTM Terminal Window
Menu Bar
Application Settings

How to Create Quick Command
Terminal Window Work Area

Language Translations

2. Gdlileo Information System

3. Working with Encode/Decode

4. Accessing Help

5. Ask Travelport

6. Itinerary Planning

Air Availability
Timetable
Selling from Air Availability

Checking Minimum Connecting Time

7. Building a Booking File

Entering Name Field
Entering Phone Field
Entering Phone Field
Ticketing Field

Ticketing Date Calculator
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7. Building a Booking File Receive Field
Ending Transaction

8.  Retrieving Booking File

9.  Working with Itineraries Direct Selling A Flight
Open Segment
Direct Selling A Flight
Open Segment
Surface Sector
Passive Segment

10. Dividing a Booking File

11.  Passenger Servicing Mileage Membership
Special Service Requirement
Other Supplementary Information
Advance Seat Reservations
Vendor Remarks

12.  Optional Field Review Booking File
Notepad
Itinerary Remarks

13. Queue Signing in to a Queue
Working the Queue
Queue Count Options

14.  Status Codes and Advise Codes Updating Advice Code

15.  Past Date Booking File
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16. Booking File History

17.  Itinerary Print

18. Host Email

19. ViewTrip

20. View PNR Functionality

21. Timatic

22.  Electronic Travel Authority

System

23.  Good Practises

24. Galileo Fares - International Fare Display

- North American Fare Display
- Fare Search Quualifiers

-  Fare Display Summary

- Fare Display Commonly Used

- Fare Booking Class

25.  Fare Quote - Fare Quote Status
- Fare Quote Modifiers
- Fare Quote Alternatives

-  Fare Quote Best Buy

- Focalpoint Shopping
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MINA 2.5 HaNHITOUALIHAZIOEAVIIHANGAS Amadeus Reservation and Ticketing

Cryptic
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Chapter 1. Getting Started - Working With Information in the Amadeus System
-  Encoding and Decoding

- Using Timatic

Chapter 2. Air - Working With an Availability Display
- Working With a Schedule Display

- Working With a Timetable Display

- Changing the Display

- Requesting Minimum Connecting Times

Chapter 3. Passenger Name - PNR Basics

Records - Using Optional Elements

- Individual PNR Security

- Using Special Segments

- Booking Special Passengers
- Retrieving PNRs

- Purged PNRs

- Modifying PNRs

- Printing a PNR

- Displaying PNR History

Chapter 4. Frequent Flyer Profiles | - Creating Frequent Flyer Profiles

- Modifying Frequent Flyer Profiles
- Saving Frequent Flyer Profiles

- Displaying Frequent Flyer Profiles

- Associating Frequent Flyer Profiles
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Chapter 4. Frequent Flyer Profiles | - Displaying Frequent Flyer Profile History

Deleting Frequent Flyer Profiles

- Creating or Updating PNRs from Frequent Flyer
Profiles
- Creating Customer Profiles from Frequent Flyer

Profiles

Chapter 5. Queues - Working With Queues

Chapter 6. Fares and Pricing - Working With Fare Displays

- Displaying Fare Notes

- Working With Follow-up Transactions
- Working With Fare Quote Tools

- Working With Informative Pricing

- Working With Itinerary Pricing

- Using Amadeus Best Pricer

- Pricing Ancillary Services

Chapter 7. Ticketing - Electronic Ticketing

- Incentive Ticketing

- Revalidating Electronic Tickets
- Reissuing Electronic Tickets

- Cancelling and Reinstating Documents

- Ticketing Settings: Logical Ticket Numbers

Chapter 8. Electronic - Chargeable Services and How to Book Them
Miscellaneous Document - Working with Transitional Stored Miscellaneous

Documents of the Type P

- Issuing EMDs
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Chapter 8. Electronic

- Working with EMD Records

Miscellaneous Document - Reissuing EMDs
Chapter 9. Sale Reports - Confirmed Sales
- Sales Periods

- Displaying and Interpreting Sales Reports

- Printing Sales Reports

- EMDs in Sales Reports

Chapter 10. Automated Refunds

- Working with Refund Records

- Working with Refundable Tax Records

-  Initiating a Partial Refund

- Initiating a Tax-Only Refund

- Processing a Full Refund

- Initiating a Cover Refund

- Initiating an Involuntary Refund for Airline
Ticketing Fees (OB Fees)

- Initiating a Zero Refund

- Processing a Net Remit Refund

- Cancelling Refund Transactions

- Refunding EMDs

Chapter 11. Control Desk

Functions

- E-Ticket Management Entries for Airline Offices
- E-Ticket Management Entries for Airline Control
Desks

- E-Ticket Management Entries for Airline Control

Desks — Access Controls
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Chapter 11. Control Desk - Automated Coupon Recall, Return and Update
Functions - EMD Management Entries for Airline Offices

EMD Management Entries for Airline Control

Desks

- wan g A3 Ticketing & Reservation 910 Airline Training Center (IATA)  (Airline

. . ~ =~ =% o v Y v dw
Training Center, n.d) NS18aLDEAN1IANOUINIIMIY 11 HIVO AIH

- IATA Geography - The mileage System

- Global Indicators - Higher Intermediate Points

- Abbreviation & Definition - Oneway 1 Pricing Unit/SITI

- International Sale Indicators - One way 1 Pricing Unit/ Other than SITI
- Published Fares - RT/CT with 1 Pricing Unit/SITl/

- Currency Rules SOTI/SOTO/SITO

>

- HWangeAg Basic fares & Ticketing Part I 910 Airline Training Center (IATA) (Airline
Training Center, n.d) 4519a2408AN13ANOU NI 4 1IV0 AT
- Lowest Combination Principle - RT/CT with more than 1 Pricing Unit

- OW with more than 1 Pricing Unit - Prepaid Ticket advice
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Staff through
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Recognition
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(2)
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Training and
Re-raining

(3)
Successful
Servica
Delivary
Teams

Source: This model was derived from the authors’ interviews with SIA’s senior management
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