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Abstract

This study investigates the desired attributes of undergraduate graduates and the
challenges faced by passenger ground services during the COVID-19 pandemic. The
participants included 54 ground staff from four international airports in southern Thailand:
Krabi International Airport, Phuket International Airport, Samui International Airport, and Hat
Yai International Airport. Data were collected using questionnaires and semi-structured
interviews. The quantitative data were analyzed based on three categories: knowledge, skills,
and personal attributes of graduates.

The findings revealed that knowledge of COVID-19 was the most critical attribute
during the pandemic (M=4.59), followed by knowledge of ground service operations
(M=4.54). Two skills were identified as equally essential: providing fast and efficient customer
service (M=4.50) and offering appropriate suggestions, detailed information, and suitable
alternatives to passengers (M=4.50). Among personal attributes, honesty was ranked as the
most important characteristic for ground service roles (M=4.72).

The study also highlighted two significant challenges in passenger service during
the pandemic: (1) increased complexity of operational procedures and (2) heightened
anxiety among ground staff while performing their duties amidst the COVID-19 outbreak.
Furthermore, the ability to learn quickly and adapt to changes was identified as a crucial

attribute for effective performance in aviation ground services.

Keywords: graduate attributes, ground services, COVID-19, challenges of passenger service,

international airports
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