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Relationship Between Service Quality, Satisfaction And Revisit Intention For

International Airport In Thailand
Theeraphan Sa-ngunwong', Phoommhiphat Pongpruttikul?, Nimit Soonsan®

Abstract

Airport service quality has significantly become part of the guideline development plan for
airports. However, airports provided service quality to different customers that affected different
services. This study aimed to analyze the relationship between service quality, satisfaction and revisit
intention for an international airport in Thailand. Moreover, the study was a quantitative study, and
the samples were 250 passengers who came to the airport in Thailand. A questionnaire was used to
collect the data and was analyzed by structural equation modelling.  The results show that service
quality directly affected customer satisfaction and intention to use. Moreover, customer satisfaction
was partially mediated on the relationship between service quality and intention to use. This research
results provide information on service quality, satisfaction and revisit intention from
passengers’ perspectives. Airport management teams can use the research finding to improve service

quality.
Keywords: Airport; Service Quality; Satisfaction; Revisit Intention
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semnuitels uazaudesmsndunildsrsnada (Halpern & Mwesiumo, 2021; Saut & Song, 2022)
aunnsuinsdussddszneudidydentssiiiugsin Sniadudsiadisauunndieesgsia
Tihluganulfizoumienhigudstumssia wavanmnsntelimsuimsdanisdinuamiinssdu (Farcoq
et al, 2018) AuWATUIMsTIRsafUANLFBInsvesilivinmsdudeissRadesdilsds Tneglduinisesiin
AauArufienwels Weldsunsuimsiidudauas3uitsnaailunsuins (Halpem & Mwesiumo, 2021)
lnen15Usza1uANTINI07090eANT ABuinuagdaaianisuszaiuanusuilevendnaunnseduly
osdnsLiiofiuusrAvinmnauinisfiiudshdyrenisaisassdandnisliuinmsliunglauinig s nsd
AunINN1sUIMslineuaueIrNfeInIsrelduinisUszaunisuinsdanudidny Juegraunnngg
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msfniundinsAnnaunmnsuinsiaelnasafiuandnaiuoonly Senasinfiunnsnaiu
gondinaliinaren1sAnwiianeneiu (Farooq et al., 2018; Park & Park, 2018; Prentice & Kadan, 2019)
WU N13ANYIVOY Farooq et al. (2018) ﬁfmﬁm’lﬂmmwu%ﬂﬁ?{n'é’ﬂmaﬂa’maxmmaqmmisﬁmami
vN@IMAYTU @3 Prentice and Kadan (2019) fi91501AMAINANTUINIAUANHUNANYINGINALIUTEWINS
Useine (The Airport International Council) §3asaunqusIuIu 9 d1u e 1) n1sid1-senvinerniAey
(Access) 2) N30 T19UAsIAYANT (Check-In) 3) MIATIINTIFBLAUNILAZNTUAAIFIUAAS (Passport And
Personal ID Control) 4) n1s3nwanuUasnsie (Security) 5) 159 mun1e (Finding Your Way) 6) CRGReY
AINNAZAINTBIVINDINIAEIY (Airport Facilities) 7) @n1nInasuUe9vi1a1n1@me1u (Airport Environment)
8) aAnululne (Thainess) 9) yrans (People) t¥udu uaﬂmﬂﬁumimaﬁ]aaummé’mﬁuﬁ‘iwﬂwﬂmmw
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TH7 wanm 197y (Halpern & Mwesiumo, 2021; Prentice & Kadan, 2019; Saut & Song, 2022) # 4 Hu
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3.1 NTNUNIUITTUNTIY
3.1.1 uwaAANgNUAMAINAITUIANT
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Domingo et al., 2019) FansIndldrautu FonmunmuInisviennmeu (Airport Service Quality: ASQ)
TnsuvuUszifiudananliinauamuimsvesiternagiuidlan ieliangianuaniuveslivinsde
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Uszaupudnialunisaniduanu (AC, 2017) Tneauninu3nisvineiniaey Usznauaae 7 au leun
1) NM9LU1-09nNM1191NIAU (Access) 31U 4 19 2) N13ATIUNILABETS (Check-In) §1UU 3 98 3) IR
niladatAunnlaznIswansdIuAna (Passport And Personal ID Control) 31u3u 2 98 4) 1133581
AuUasnsTe (Security) §1uU 4 98 5) N159MMUNIA (Finding Your Way) $7u2u 4 58 6) & 81uae
ANUFZAINVDINNDINIALIU (Airport Facilities) 97U 11 99 7) @A1NWINADNYDIVINDIN1ABIU (Airport

Environment) §117u 2 98 wananuu 31nn1sd1sateyaiUesswiuvesienasmlulssmalngmisiianis
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AMNINUIMIIeINABTY $1uan 2 §1u Tdud 1) ansdulne (Thainess) uaz 2) yaains (People) datiy
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Song, 2022) mﬂqﬂﬁ’wLﬁﬂmmﬁaamiﬂﬁuuﬂ%};ﬁiﬁﬁ]f‘i%lé’%fwiﬂwﬂ N eldfiuLnty Sanuddy
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2017)
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ﬁﬂﬁqﬂﬁ"nﬁmmmﬁnwﬂﬁ] (Bogicevic et al., 2016; Farooq et al., 2018)
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4. JANAUNUINY

4.1 Uszansuasnguinedn

Uszansdmiumside fie flasansiilduinmsiteniasiuuiud smeldnsumsianisves
U3 vhomagulne $1ia Gmvw) Sunui 6 wis Tdud iemasunewdios iermas el
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Fautseanifuduan 4 nou neudl 1 asvaniatuteyaidowu S1uu 8 4 Tdun e o1y sedunisfin
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(Access) 2) N30 T19UASIAYANT (Check-In) 3) NIATIANTIFBLAUNILAZNTUAAIFIUAAS (Passport And
Personal ID Control) 4) n1s3nwanuUasnsie (Security) 5) N5 mun1e (Finding Your Way) 6) CRaeY
AINUEZAINTDIVINDINIABNU (Airport facilities) 7) @n1WwINAaUUBIYIN8INTFAEIY (Airport environment)
8) anuidulve (Thainess) 9) yAaIns (People) daunouil 3 muitenalagndn S1uau 3 9o Taederaw
WA191NN9ANIT8Y Prentice & Kadan (2019) uagmeudl 4 arwaslanduuilduinisen (ntention To
Revisit) §17u 3 4o Tnederausimunainnis@nuives Prentice and Kadan (2019) Swnouil 2-4 fidnway
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4.3 nsdassideya

nmsaszvideyalaldmatinnuguiiesiutednuugniliveinguiiedie laun Aanud Ffesas
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TLI 111137 0.90, RMSEA 1aen31 0.08 wag SRMR Hawnii 0.08 (Hair et al., 2010)
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ATUIAUNIY 0.60 0.90
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ANuitanelagnen 0.79 0.92
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