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Abstract
Background and Aims Following the declaration of COVID-19 as an endemic disease in July 2022,
Thailand's tourism and aviation industries have continued to recover. The aviation sector,
particularly full-service airlines, plays a crucial role in supporting this growth, yet faces intense
competition where service quality is a key differentiator. This study aims to explore passenger
expectations of full-service airlines in Thailand and analyze the service quality indicators that
influence passenger satisfaction and choice, leveraging insights from online media data.
Methodology: This documentary research analyzed Thai full-service airline passenger reviews
from Skytrax (January 2022 - April 2025). Using a modified SERVQUAL model (Reliability, Empathy,
Assurance, Responsiveness, Tangibles, Communication, Outcome Quality), content and sentiment
analysis categorized and interpreted subjective and objective feedback.
Results: The survey based on Research Objective 1 reflects passengers' experiences in both
positive aspects, such as satisfaction with flight attendants, delicious food, and cabin cleanliness,
and negative aspects, including flight cancellations or delays, ineffective communication, damaged
baggage, uncomfortable seats, malfunctioning entertainment systems, and high excess baggage
fees. Meanwhile, the analysis, as per Research Objective 2, which focuses on service quality
indicators, revealed that empathy is a key factor motivating passengers to reuse the service. In
contrast, the service quality indicators that need urgent improvement to maintain a competitive
advantage include reliability, assurance, responsiveness to passengers, the tangibility of facilities,
communication, and overall service quality.
Conclusion: While Thai full-service airlines generally meet expectations, significant limitations
persist in operational efficiency, communication during operational disruptions, and transparent
fee structures. Addressing these online- identified issues is vital for enhancing passenger
satisfaction, fostering loyalty, and strengthening the competitive position in the recovering market.
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"The smoothest flisht on a new A350,
excellent onboard service, and great food."
"Delicious food on a one-hour flight."
"I'had a great experience on both my flights
with efficient boarding, friendly and helpful
staff."

" The food wasn't bad, and the flight
attendants were polite."

"Food and service are sensational. The
airline never gets this wrong."

" Service was excellent. The food was
delicious and well-presented. Good wines."
"Lovely, friendly, and caring crew."

"The cabin is clean. Flight attendants are
friendly and helpful. The seats are
comfortable."

The crew was pleasant and efficient. The
meals were delicious on all flights."
"Flight was on time, and the cabin was
clean."

"| appreciated the vegetarian meal option

and the crew's attention to detail."

"This is the worst customer service I've seen.
There was a delay, and we missed the
connecting flight."

" Highly disappointed with their baggage
policy, adding a 23kg suitcase costs a
staggering $1,120."

"A short 90- minute delay was announced,
which later turned out to be 5.5 hours.
Everything was poorly managed."

"l wanted to cancel a flight, but they didn't
respond. | sent a follow-up email, but they
didn't reply."

"The seat seems narrow. Service quality
varies depending on the status of who you
are (Frequent Flyer Program)."

"I requested a special meal for diabetics but
was told they were unavailable."

"It was raining when the ground personnel
in Bangkok took no measures to keep the

bags out of the rain."
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" Excellent service from check- in to
landing."

"Loved the Thai hospitality, and the in-
flisht meal was delicious."

"Quick boarding and comfortable seats. |
appreciated the warm towel service."
"Impressed with the cleanliness and the
professionalism of the crew."

" Great value for money and a pleasant
flisht experience."

"Enjoyed the traditional Thai greeting and
the overall service."

"The food on the flight was good."

"Flight attendants were great and friendly."

"That was a 4-hour delay with passengers
already seated on the plane. Just casual
apologies."

"The planes for both sectors were old and
had out-of-date entertainment systems."
"Delay stretching 5 hours with no customer
service."

" Poor cabin service and ignorant staff.
Multiple attempts to get an attendant, and
they keep turning the call light off."

"The system charged me twice. | do not
receive any refund. Unbelievably dishonest.
Cannot trust them anymore."

"Flew with them 4 times, of which 3 of the
flishts were delayed by 1+hrs. Wouldn't be
picking them again unless | had to."

"Its service standards have deteriorated."

" Just flown business class Melbourne
Bangkok return. | can only say this is a pretty
poor service compared to other Airlines."
"The airline does not take responsibility for
statements and promises made by its
ground attendant or staff in their offices."
"We never received proactive attention to
make us feel valued in exchange for the
£4,000 we paid."

"The cost of additional baggage is a rip-off."
"The airline canceled my flight with no
explanation. | was not offered any
alternative or compensation."

"Check-in was a nightmare. The staff were
rude and unhelpful, and the process took

over an hour."
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e "The entertainment system was broken for
the entire 10-hour flight. No apology or
compensation was offered."

e "Lost my luggage, and it took three days to
get it back. No updates from the airline."

e "My seat was broken, and | was not moved
despite asking twice."

e "Flight was delayed, and no information was
given. Poor communication."

e "Business class did not feel premium. The
lounge was overcrowded, and the food was
cold."

e "The air conditioning did not work for the
first half of the flight. It was unbearably
hot."

e "The baggage fees are excessive and not
clearly explained at booking."

e "My connecting flight was missing due to a
delay, and | had to pay for a hotel myself."

e "The online check-in system crashed, and |
had to queue for 90 minutes at the airport."

e "The lack of consistency with the on-time
departure is rather frustrating."

e The flight was delayed by two hours, and
the seats were cramped.”

e " The check- in process was slow and
confusing."

e "The seat did not recline properly, and the

entertainment selection was limited."
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trust in the airline, and

willingness to recommend the
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Competence, Courtesy, Credibility, Access,
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reliability, assurance, empathy, responsiveness,
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(lupa SERVQUAL fsLAs)
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(lupa SERVQUAL fsLAs)
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Full-service
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. miﬁﬂﬁmwma « "The flight was on which later turned out
Uangn9mse time." to be 5.5 hours."
AULIAN o “Efficient boarding o "l experienced a 12-hour
. mmgﬂﬁawa\‘i orderly.” delay on a 2-hour
Toyalviu "The cabin is clean. flight."
gﬁmams Flights departed on e "That is a 4-hour delay
(advice about time.” with passengers seated
delays) on board."

 "The flight was delayed
more than two hours
due to a technical
problem."

« "Flight delayed by more
than two hours."

e "The airline canceled
the flight and put the
passengers through hell,
not having a clear plan
to host us at hotels."

MInannNTsiasss

ieadu

« "Consequently, | missed
the flight, and they
would neither provide a
refund nor reroute me
to the next flight."

» "We missed the

connecting flight."
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"The crew was friendly
and helpful."
"Excellent onboard
service."

The cabin appeared to
be clean and well-
sanitized.

"We appreciated the
fantastic in-flight
service."

"The overall service
was outstanding."
"The overall
teamwork, attention,
and service mindset
are above average."
"I'was genuinely
surprised by their
service."

"' was much more
impressed and
delighted with them."
"Attentive and polite
flight attendant."
"The cabin crew were
nice and friendly."
"The service was
outstanding, and the
cabin crew was

friendly and attentive."
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e "The cabin crew was
very friendly and
helpful."

e “The service is

sensational.”
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o ANUELDA
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AUELDIAUAZENIND
Ingans
 "The plane was clean."

e "The cabin is clean."
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WAZANNTTY

e "They damaged my
luggage in several
places."

« "l lost my luggage, but
the ground staff
couldn't provide a

reasonable explanation.'

ﬁamaaiﬂmms AATMNLLASAIUAT DAV
waznszin w3esdy
dunse « "The TV was all sticky
and dirty, covered in
coffee and tar, which |
had to clean myself."
4. NIABUEUBIHD o NI ns¥esiseuieafiunmunm
K{lagsns Ufjduiusiu vaensiuINITgnAn
(Responsiveness)  gnAN « This is the worst
e NITRDUAUD customer service I've
fagnen seen."
. nslu3nnsd « "It was the worst
570157 customer service of any
airline I've flown to."
 "Awful service."
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o "Extremely appalling
service."

o "Absolutely disgraceful."

« "Getting hold of anyone
in customer service is an
absolute nightmare."

 "This inconsistency in
service is unacceptable."

« "Service is random, and
all around, it has gone
downhill."

e "The check-in and
boarding process was
slow."

 "The boarding staff were
insulting when asked for
guidance."

« "Horrible support,
useless ground staff in
Bangkok."

« "Unresponsive and
inaccessible customer
service."

 "There was no response
to their instructions on
canceling a flight."

« "'ve sent several emails,
and not one has been
followed up."

« "l was told that
processing the refund
would take 180 days,
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not including holidays
and weekends, 5
months on, and | am
still waiting for my
money."

e The system charged me
twice for the ticket, and
| did not receive any
refund."

e "The boarding staff were
insulting when asked for
guidance."

« "Horrible support,
useless ground staff in
Bangkok."

5. Ay . DWNTUAY AMNINDINIT n1s¥eiFewneafuiit
gUSiimmﬁ'a TR e "The Food was §laeans
FIUWANUALAIN o ﬁﬁf’apﬁmaaw delicious and tasty." o "Sitting in my seat was
(Tangible) o Usg@ndn iy« "The Food is uncomfortable."
miQLLaﬂizLﬂﬁ sensational." e "The seat was broken."
LAUNIIAY o "The seat was cramped.”
dunse « The hard seat bottom."
o Aaunsouluy « "The Seat did not
nslgeuTes recline."
gunsal ward o "The seats are poor
91U7 compared to other
o ANUEALAIN airlines."
#119°) 9191
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(In-flight  "The Inflight

Entertainment
System) wag
F2UU Wi-Fi

Entertainment System
was not operative as
the remote-control
cable was damaged."

e "Thirty minutes into the
flight, the screens went
blank along the row of
three seats."

 "They advertise for
Wi-Fi, but it is a scam;
none of their older

planes have Wi-Fi."

6. NS08 o N5EDES
(Communication) e ¥inwen1sy

Asldn1edengelunis
o -
doansivaudluteym

A1  "The ground staff
couldn’t speak proper
English to solve my
situation with the lost
baggage."
7. AUANLAETIN o AIUANAT Uszaunsalnisuu ANuEanIlagsILLaL
mnﬂszaummﬁ (Value for Lﬁaaﬁuuazm'm r-i’%mzﬂ'l
(Outcome money) GHEIPRBITRE] « "l highly do not
quality) o AMNTIUNADA o "It was a pleasant recommend this airline."
AFAUNG flight, smooth and « "Totally disappointed
comfortable." and upset. | will never
"l had a great travel with them again."
experience on my e It used to be a good
flight." airline in the past, but it
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« "Overall, it was a good wasn't delightful to
flight." travel with this time."

o "This experience could e "Disappointing for the

hardly be faulted." money we paid."

e "Generally, it is a « "Bad service and high
pleasant experience." costs."

. "Overall, the journey  Anlddnewissiunse
with the airline was sadiumedidmingu
enjoyable." « "Adding a 23kg suitcase

WﬁndﬁuﬂﬂﬂﬁuauLtaz cost a staggering

AauUsziivlalagsiu $1,120."

e "The ground staff e "My excess was Tkg, for
made the experience which | was billed $600
memorable." to pay at check-in."

e "This flight just « "We were charged $700,
strengthened my trust but we were not given a
in them." bassinet on either

« "Overall, | would flight."

recommend them and
would be happy to fly ~ 31A4a2ANANAT
with them again." « "This air ticket price is
unreasonable."
 "The price of the air
ticket is higher than
what you get."
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