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CUSTOMER EXPECTATIONS AND PERCEPTIONS TOWARD SERVICES
OF DON MUEANG INTERNATIONAL AIRPORT

Miss Warapan Tirapiromchai and Assistant Professor Chatparee Yooyen

ABSTRACT

The independent study was conducted to examine the factors that affected the expectations and
satisfaction of the customers toward-the services of Don Mueang International Airport, and to investigate the
differences in the expectations and perceptions-of the customers toward the“services of Don Mueang
International Airport. The statistics used for data analysis comprised Percentage, Means, Standard Deviation,
Independent Samples t-test, One-way ANOVA, and Pair Sample t-test at 0.05 level of significance.

The results of study revealed that most of the respondents were female between 21-30 years
old, married, graduated with Bachelor’s degree, were company officers, and earned a monthly income of
10,001-20,000 Baht. Regarding theoverall - customer expectations, it-was found that the aspects of
equivalent service, progressive service, adequate service, fast service, and continuous service were at the
high level. The overall customer perceptions were at the moderate level, the customers had higher

expectations toward services than perceptions in every aspect, except the aspect of equivalent service that
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showed higher satisfaction than expectations. These results demonstrated that the services at Don Mueang
International Airport had first-come first-served operating system, provided service facilities, opened to ideas
and suggestions from the customers, provided delighted services and had good relationships with the
customers.

Keywords: expectations, perceptions, service quality
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