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Abstract
The objective of this study is to 1) Study the perception and confidence in quality of service of

the airport and 2) compare the perception and reliability in the quality of service at the airport based on



personal factors associated with passengers. The questionnaire was used as the tool in data collection.
The IOC (Index of Item-Objective Congruence) index was evaluated by five experts ranging

from 0.60 to 1.00 and the reliability analysis of the overall test indicated Cronbach’s Alpha Coefficient
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collection. The IOC (Index of Item-Objective Congruence) index was evaluated by five experts ranging
from 0.60 to 1.00 and the reliability analysis of the overall test indicated Cronbach’s Alpha Coefficient
(00 of 0.99 The study is based on a survey consisting of 250 passengers to statistically analysis
frequency, percentage, mean and standard deviation and hypothesis passengers to statistically analysis
frequency,

percentage, mean and standard deviation and hypothesis testing based statistic t-test F-test assign the
statistically significant level at .05. The result was shown that 1) The perception of confidence in the
service quality of Suwan Airport. The overall averages were at a high level X =3.48 and S.D. =0.94.
2) Passengers with different personal factors had no different perceptions of confidence in service quality

at Suvarnabhumi Airport.
Keywords : Perception Reliability Service Quality Decision
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