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Abstract

The objectives of this research are (1) to find the customers’ needs about service quality of the
domestic outbound passenger process, (2) to improve service quality of the domestic outbound passenger
process by using Quality Function Deployment (QFD) technique, and (3) to offer guidelines to improve service
quality of the domestic outbound passenger process. The research is a quantitative research using survey
where representative samples are 400 passengers who travel with outbound domestic flight at Suvarnabhumi
international airport selected by convenience sampling method.

The result of this research shows that there are 26 needs of service quality in domestic outbound

passenger process going to be applied with QFD technique. The needs are categorized into 5 dimensions of
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SERVQUAL which are (1) Tangibles, (2) Service Reliability, (3) Responsiveness, (4) Assurance, and (5) Empathy.
Applying QFD technique, house of quality, gives important technical requirements will be used for process
design. Considering importance weight of each technical requirement, the first two requirements are
encouraging staff to establish service mind and increasing efficiency of trainings for staff, respectively. The
study has founded the three most important action plans in order to improve service quality which are (1)
creating index for service quality, (2) establishing service quality standard, and (3) establishing service quality

training center.
Keywords: Service Quality, Outbound Passenger Process, Quality Function Deployment
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