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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
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PGSA Passenger Ground Service Agent

PIL Passenger Information List

PNL Passenger Name List

PNR Passenger Name Record

PSM Passenger Service Message
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Concerning to Deportee, which
statement is correct?

Deportee must be accompanied
with no exception.

Deportee can be accepted after
the approval from airline.
Baggage allowance for Deportee
is 40 kilograms.

Deportee is able to choose

his/her preference seat.
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What is the reason which renders
a passenger be INAD?

Entering and leaving that country
too often.

Staying in the country less than a
week.

Improper travel documents.

First time travelerwith no exact

address.
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13. When a Passenger Service Agent
needs to verify the travel
document, what is the correct
procedure?

A. Passenger’s profile picture is on
horizontal position where it
shows passenger’s face.

B. Passenger’s profile picture is up
right position or any appropriate
position.

C. Passenger’s profile picture is on
vertical and same position as
passenger’s face.

D. Passenger’s profile picture is on
verticalposition and lower than

passenger’s ear.
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14. What is true statement according
to passenger’s data from passport
above?

Passport is valid for 5 years.

This is French nationality.

This is North Ireland passport.
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He was born in 1964.
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— Join Ship Letter
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Letter — Vaccination Book
Seaman Book — Join Ship
Letter — Guarantee Paper
Seaman Book - Bank Book -
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Thailand — United States
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Passenger has to apply from any
26 embassies (Schengen
Countries) of first country where
they intend to travel.

Passenger can apply from the
embassy of the country where a
Passenger will stay the longest
period.

Passenger can apply from any
from

countries Schengen

countries members including
England.

Passenger can apply from the
embassy of Schengen country
where they provide the fastest

visa.
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What is “SSR” stand for?
Service Source Regulation
Special Summary Revenue
Special Service Reward

Special Service Request
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26.

Which statement that we shall
consider as low profiling
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Passenger who bought a ticket
by credit card.

Passenger who booked the ticket
in advance 3 months before.
Passenger who has no bag and
bought the ticket same day as
departure date.

Passenger who travels often to

Thailand e.g. 5-10 times a year.
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' UNIFORM / BUSINESS ATTIRE

e | Simple and plain earrings

Knee length skirt

UNIFORM / BUSINESS ATTIRE
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Type of Flight

@ Turn Around @

Flight number IN and OUT D/IFFERENT No.

Type of Flight

oYe
© 00

Flight number IN and OUT Same Flight No.
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Type of Flight
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Type of Passenger

Disembark: -, Joining

Y\

g
@ BKK HKG

Transfer
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Check — in steps

Greeting Baggage Clnea
Service

NAariimante ¢ Qarnritv
Morning and System Questions « Flight

e Raniiact far Pa er ticket « Ramgye old « Gate
Name P _ Tag

. Elartranic . Allowance « Seat
DAarciimantg ticket

Validity

Pacennrt and

Ticket
« Time

« Baggage

has such

Greeting

— &

ice smile!

Good Morning

Good Afternoon

Good Evening
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* Did you know the contents in the bag?
* Did you leave it unattended?

* Does your baggage contain any battery
operated, electronic and/or electrical items7g

U \ d' Y d' ¥ % d'o'J % WA
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With su ] - :
keep an eye monitoring on passengers! Be
aware that some passengers might pass you
without being boarded into the system. This
may cause delay!!

Departure Gate Handling

g [§ sl
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Departure Gate Handling

. See the response from Alarm “Bip Bip” with red light!
Place the boarding B(;)R Check immediately boarding

ass _ pass or contact your
o GREEN = OK supervisor
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Walk Talkie

Hand scale

Tag Manual

Big Plastic

High Visibility
Clothing

Bag
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