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Abstract

This quantitative research aimed to examine the level of service quality and
satisfaction of international tourists at Phuket International Airport. The study adopted the
SERVQUAL framework, which was expanded to seven dimensions to reflect the airport
service context. The sample consisted of 400 international tourists, selected through
accidental sampling, based on the total passenger statistics of Phuket International Airport
and calculated using Yamane’s formula at a 95% confidence level. The research instrument
was a five-point Likert-scale questionnaire, which was validated by three experts (I0C =
0.60-1.00) and demonstrated acceptable reliability (Cronbach’s Alpha = 0.87). Descriptive
statistics, including percentage, means, and standard deviation, were employed for data
analysis, with interpretation criteria set across five levels.

The results revealed that overall satisfaction was at a high level (X = 4.51, S.D. =
0.59). The highest mean scores were found in Tangibles and Availability, followed by
Responsiveness, Communication, and Outcome Quality. The lowest mean was in Reliability
and Timeliness, although still rated at a high level. These findings highlight the importance
of physical facilities, cleanliness, convenience, service promptness, and clear
communication in enhancing passenger satisfaction and positive travel experiences.

Practical implications suggest that airport management should prioritize
maintaining modern facilities, ensuring cleanliness, and strengthening staff communication
skills to enhance passenger confidence and satisfaction. Future research is recommended
to expand the study to other international airports in Thailand and to adopt mixed-
methods approaches, incorporating qualitative perspectives to complement quantitative
analysis. As this study is descriptive in nature, it does not establish causal relationships
between service quality and satisfaction, which remains a limitation to be addressed in

further research.
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