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Abstract

The airport is one of the service industries that contributes significantly to the country's economic
growth. Suvarnabhumi Airport is one of the most popular destinations for travellers and businessmen, and
to deliver services to serve all their needs, the service quality is selected to measure the airport’'s
performance. The study's goal is to assess the service quality of Suvarnabhumi Airport based on social
media opinions. The data in this study was collected by using social media opinions, 660 Thai and English
opinions were collected and verified. Sentiment Analysis and Importance-performance Analysis were used
to analyse the qualitative data in order to match it with the Airport Service Quality (ASQ) factors.

The results of this research found that there were four quadrants as: Quadrant | concentrate
here, Quadrant Il keep up with good work, Quadrant Il low priority, and Quadrant IV possible overkill.
There were 10 attributes that the users gave priority as Ground transport; Passport control waiting time;
Ease of finding way; Courtesy and helpfulness of staff; Restaurant facilities; Shopping facilities; Cleanliness
of toilet; Cleanliness of airport terminal; Arrival passport inspection and Ambiance of the airport. Eight
attributes were shown as high importance and high performance whereas two attributes (Passport control
waiting time and Arrival passport inspection) were shown as high importance but low performance. The

theoretical and practical implications of this study are discussed.
Keywords : Service quality, Suvarnabhumi Airport, Sentiment analysis, Importance-performance analysis
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WALABNINIHANIALTHWINY (Performance) T0usiaviadatszegnsfainisueq Bi et al. (2019) lnw

FAaaslaann Sentiment Score luusiazsiada AR IAAD AN 1 B4 3 FaudneluannITAIUaS
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Siq = { 2,if polarity = neutral
1,if polarity = negative

topict=1,2,3,..,T
attributea= 1,2,3,...,A
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PerformanceT; = 1
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4. Han1538
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nndrAeanreaniade Usznausiag nsuugenieun (Ground Transport) sveiziaainiasalugaunisnmaia
i@ eLAUN1G (Passport control waiting time) AKdNe lnNIANENNG (Ease of finding way) NM9T9eRe 18
WWuid (Courtesy, helpfulness of staff) F1up1117 (Restaurant facilities) 51U4A1 AN °] (Shopping facilities)
mmmmm"umﬁmqm (Cleanliness of toilet) AMNdLANALRIYINAINTAENU (Cleanliness of airport terminal)
y33ennAnTeluvina N Aen (Ambiance of the airport) LAYNNTATIR N ABLAUNINLEN (Arrival Passport
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anugrssnund W ladnsnantedsviaulusrunisidadu (Check-in) wazaruiasasie (Security) winlasin
Tunenauiu ngudnsandunansaAniulul sz f A UIaIANTMRRTB LS TN AITIINa N AR
wazussnniangluwinainAe TnadiFunnuduansaauaavivluzesuantd windu 149 uay 144

AHNARLIAL (ANNA1AL)

M99 1 ATUIUANNAATRATLUNANLTZIAU (Attribute) MININDWT Airport Services Quality (ASQ)

ASQ Factor Code Attribute No of opinion
Access T1 Ground transportation 61
T2 Parking facilities 22
T3 Parking facilities value for money 4
T4 Availability of trolleys 0
Check-in 5 Check in waiting time 13
T6 Efficiency of check in staff 4
T7 Courtesy of check in staff 6
Passport / Personal ID T8 Passport control waiting time 65
control T9 Courtesy of passport control staff 15
Security T10 Security waiting time 33
T11 Courtesy of security staff 13
T12 Thoroughness 0
T13 Feeling of being safe 13
Finding your way T14  Ease of finding way 48
T15 Flight information screen 2
T16 Walking distance 22
T17 Ease of making connections with other flight 18
Airport Facility T18  Courtesy, helpfulness of staff 149
T19  Restaurant facilities 67
T20  Restaurant facilities value for money 27
T21 Availability of financial service 7
T22  Shopping facilities 7
T23 Shopping facilities value for money 19
T24 Internet access 28
125 Business lounges 18
T26  Availability of toilet 7
T27  Cleanliness of toilet 36
T28 Comfort of waiting area 26
Airport Environment T29 Cleanliness of airport terminal 99
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ASQ Factor Code Attribute No of opinion
T30  Ambiance of the airport 144
Arrival Services T31 Arrival Passport inspection 39
T32 Speed of baggage delivery service 10
T33 Customs inspection 1

Lﬁfaﬁﬁ@g‘aﬁm y u AT NSRSt #at3E Sentiment Analysis uaz Importance-
performance Analysis Mnliflaannia 4 apnia ﬁ@xizqﬁaﬁw&Tuﬁmuéﬁﬁrylum?ﬁmmmﬂﬁﬁmi aNILEN
Muazigealugininisznay 3 uazpne 2 B9en3e 5 Tudousesgilnindsznay 3 ugnaiamednansiy
ﬂ']’mﬁ’]ﬁtyﬁ]’m'ﬂﬁlﬂ’]ﬂ%\i 4 ’Qﬁlﬂﬂﬂﬁ’u WUIN ’W!n’]ﬂ‘ﬁl 1 (Quadrant 1) JlsziAiu (Attribute) ﬁLﬁm%u'ﬂ%l: 2 Uszifu

¥

Lmzmﬂummm’mm ASQ luanu Passport / Personal ID control a¥ Arrival Services (AMNATN 2) Ima’luw;

o o ' [ '

nail FlduinsliannudrAyAeudienn wsikanisaifivausendieei

4

Tuanuzi aAR 2 (Quadrant 1) Hussduniiatuet 8 Usziau uavaelunnmiaes ASQ Tudu

Access, Finding your way, Airport Facility Las Airport Environment (ANN#A1979 3) IneRzingn cﬂ%u?‘mi‘
= a Y . - v o o Py = @ o a & \
AnnsuanapNAnTinlui1uaes Airport Facility dluwan dausuannia 3 (Quadrant I1) Hlszidumniintues) 14
1lszihu LL@mEﬂﬂumwﬁmm ASQ s Access, Check-in, Passport / Personal ID control, Security, Finding your
way Az Arrival Services (MNuAN9N 4) Tngaziiudn gldiEnsdinsuanspanAamiulus W8S Airport Facility

. v 4 PR P « . .
Wuman dauresannipgaying Ae apn1AN 4 (Quadrant IV) Htlssifuiiinaues 7 Usuiin uavas lunomives

ASQ s Check-in, Security, Find your way, Airport Facility Wwaz Arrival Services (ANNRA13N 5)

A9 2 uaNNIANELszIAY (Attribute) MinaulWann1AN 1 (Quadrant 1)

Code Attribute ASQ Factor
T8 Passport control waiting time Passport / Personal ID control
T31 Arrival Passport inspection Arrival Services

A9 3 uANNIANEUszIAY (Attribute) MiAnTuluARN1AT 2 (Quadrant II)

Code Attribute ASQ Factor
T Ground transportation Access

T14 Ease of finding way Finding your way

T18 Courtesy, helpfulness of staff Airport Facility

T19 Restaurant facilities

T22 Shopping facilities

T27 Cleanliness of toilet

T29 Cleanliness of airport terminal Airport Environment

T30 Ambiance of the airport
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sunmwisznau 3

uamsﬁnmﬁmunmmqmﬂ (Quadrant) A28 8 Importance-performance Analysis

QUADRANT | 3.5 QUADRANT I
Concentrate Here ® T8 130 Keep Up the Good Work
2.5
15 ® T29
® T22
® T8 B
@ 0.5
o] ® T14
= 'aT A ® 127
§_—3‘5 -2.5 -85 U. oL 5: T20.5 L% :Hg 2.5 3.5
’ 2
= o133 0T3¢ 8552 eqri ® T15
-1.5
=2.5
QUADRANT Il QUADRANT IV
Low Priority -3.5 Possible Overkill
Performance

uaNsANEszIAY (Attribute) NifinauluagnAf 3 (Quadrant I1l)

A1519 4
Code Attribute ASQ Factor
T2 Parking facilities Access
T3 Parking facilities value for money
5 Check In waiting time Check-in
T9 Courtesy of passport control staff Passport / Personal ID control
T10 Security waiting time Security
T11 Courtesy of security staff
T16 Walking distance Finding your way
T17 Ease of making connections with other flight
T20 Restaurant facilities value for money Airport Facility
T23 Shopping facilities value for money
T24 Internet access
T26 Availability of toilet
T28 Comfort of waiting area
T33 Customs inspection Arrival Services

215asSMSUNYBLA:NSINNIS UMINENAgUmansy

UR 13 aUuf 2 w.9.-0.9. 64

103



msUs:0uAtumMwMslAusMsyevrnamMAgiugsstunionawAnAuludedonussulad 4 / ASasstu Tsegsenus ua: ASUE Auantng

104

AT 5 uanNsANEUsziAY (Attribute) MAinTulWann1AN 4 (Quadrant IV)

Code Attribute ASQ Factor
T6 Efficiency of check in staff Check-in
T7 Courtesy of check in staff

T13 Feeling of being safe Security

T15 Flight information screen Find your way

T21 Availability of financial service Airport Facility

T25 Business lounges

T32 Speed of baggage delivery service Arrival Services
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suaNlaeait iy UFnglagansseselAsed (Transit area) WANIsuanIANAAILLLAB W ATT0

Aldusnisaunsovinlavninui

M99 6 N19ILATITHANNAATY-HANNIATL ANdssifuad N AnTiuaed ldUTn s Taadaulug)

ASQ Factor Code Attribute Importance-performance Analysis

Access T1 Ground Transport TWanudrAtyAaudreuin wanis
AtauAeu19ge

Passport / Personal T8 Passport control waiting time Iﬁmmﬁﬂﬁmﬁﬂuﬁ’mu’m NANNT
ID control PRI IRENIT T ARE

Finding your way T14  Ease of finding way TWanudrAtyAaud1suin wanis
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Airport Facility T18  Courtesy, helpfulness of staff TarugnAtyAaudnamin wans
AHLNUAD L1944
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AUARNT1949
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