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CHALITDA WARIPINTURUK: LEVEL OF SERVICE OF SURAT THANI ATRPORT
THESIS ADVISOR: APIRADA NAMSANG, Ph.D., 168 PP

The purpose of this study were to 1) study the efficiency of Surat Thani airport 2) study
the guideline for increasing service efficiency of Surat Thani airport. The study was a mixed
method research of both quantitative and qualitative approach by using questionnaire with sample
group and in-depth interview with key information.

The study revealed that the overall result of service efficiency of Surat Thani airport is
high, it also can be ranked as the personal aspect is the highest level of service efficiency, the
second is the process aspect, the third is physical environment and the last is the airport service
and facilities. The guideline for increasing service efficiency on the personal aspect are to promote
knowledge and language skill for service personnel. A good leadership role model in service and
increasing salary rate for airport officer. On the process aspect are to use the advanced equipment
and technologies in passenger service processing and working with airport stakeholders. On the
physical environment are to proceed the airport development plan on expanding the service area
and build the new terminal as well as manage based on environmental management practices
framework. And on the airport service and facilities are to provide of service and facilities as the
recommended practice standard and cooperate with government and private organization to

encourage the concept of one seamless transport for serving all airport users especially patient and

the disabled person.
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BAA Standards IATA Standards
Facility
Space Standard Time Standard Space Standard Time Standard
) 95% of all passenger
0.6 m> per passenger UK/EEC 95% < 4 mins. 0.6 m” per passenger.
Immigration . per passenger. < 12 mins.
Others 95% < 12 mins.
80% of nationals < 5 mins.
1.25 m’ /domestic passenger. 0.8m’ per domestic and Max of 25 mins. from first
5 Max of 25 mins. from first
2.0 m" per short haul short haul international passenger in hall to last bag
passenger out of
Baggage Reclaim international passenger. passenger. from unit.
5 immigration to last bag on 5
3.25 m" per long haul 1.6 m" for long haul 90% of passenger wait
unit.
passenger. passenger. < 20 mins. for baggage.
20m’ per passenger
Customs None None None
interviewed.
0.6m’ per standing
1.0m® per standing person. meeter.
0.8m’ per seated person. Lom’ per seated meeter.
Arrivals Concourse Seating for 20% of people None 0.8 m’ per short haul None
present. passenger.
1.6m per long haul
passenger.
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Additional Standards
Forecourts: 95% change of finding space
Piers: Walking distances: <250 m. unaided.

< 650 m. with walkway (of which 200 m. unaided)
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Rapid transit for point-to-point journeys over 500 m.

Pier service: Loading bridges for at least 75% of passengers.
131 Ashford (1988)
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