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Abstract

Background and Aims: Service quality is a key factor affecting the success of airlines, especially
low-cost carriers that emphasize cost control while maintaining good service standards. Therefore,
the service competence of flight attendants is a crucial issue that should be studied. This research
aims to 1) study the perceptions of service competence of flight attendants in low-cost airlines,
and 2) investigate the differences between personal factors and service competence of flight
attendants in low-cost airlines.

Methodology: This is a quantitative research using a questionnaire as a data collection tool. The
IOC is 0.62, and the reliability is 0.974. The sample group consists of 333 flight attendants from
Thai AirAsia and Thai Lion Air, selected by stratified random sampling. Data analysis includes
descriptive statistics such as frequency, percentage, mean, and standard deviation, as well as
inferential statistics such as t-tests and one-way ANOVA.

Results: The findings indicate that 1) overall, flight attendants in low-cost airlines have a high
level of service competence, with the highest average in the management skills/technical
expertise aspect, and 2) personal factors such as age, education level, job position, and work
experience significantly differ concerning service competence, while gender does not show
significant differences.

Conclusion: The sample group of 333 flight attendants in low-cost airlines, mostly female, aged
25-34, with a bachelor's degree, and 5-7 years of experience, have the highest level of service
competence (4.39), with the highest score in management skills/technical expertise (4.42). Age,
education level, job position, and work experience significantly affect service competence.
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