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Abstract

The purpose of this article is to study and compare expectations. Passenger Satisfaction
with Ground Services and Airplane Services The airline's three high-quality airlines are
Nok Air, Thai Lion Air, and Thai Smile. Thai passengers traveling within the country used and used
high-quality airlines in Chiang Mai Airport by collecting data from 400 passengers the questionnaire.
The statistics used for data analysis were percentage, mean and standard deviation. To present
the result of passenger's expectations and satisfaction compared with the tool as
Importance-Performance Analysis (IPA) and the inference hypothesis.

The results showed that most of the samples had the highest level of expectations, with a
mean of 4.50 and a high level of satisfaction with the service. The mean score was 4.00 and when
comparing the average score between expectation and satisfaction of passengers. The average
score is in the second Quadrant, which shows that the carrier is well managed. Based on

passenger satisfaction and performance should be maintained.
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