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Abstract

This research article aims to 1) examine the level of waiting time
management in airports from passengers’ perspectives, 2) investigate the level
of passenger experience obtained from airport services, and 3) analyze the
influence of waiting time management on passenger experience. This study
employed a quantitative research approach using a survey research design. Data
were collected from 400 passengers at Don Mueang International Airport using a
structured questionnaire. The data were analyzed using descriptive statistics,
including mean and standard deviation, and inferential statistics, specifically

multiple regression analysis.
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The findings revealed that

1) the overall level of waiting time management was high (Mean = 3.87,
SD = 0.62), with information communication having the highest mean score.

2) the overall passenger experience was also at a high level (Mean = 3.91,
SD = 0.59).

3) waiting time management had a significant positive influence on
passenger experience at the 0.05 level (B = 0.68, Sig. = 0.000), explaining 46.20%
of the variance (R2 = 0.462).

The results indicate that effective waiting time management, particularly
in terms of information communication and service process design, plays a crucial
role in enhancing passenger experience. These findings can be applied to
improve service quality and strengthen the competitive advantage of airport
operations in the future.

Keywords: Waiting Time Management, Passenger Experience, Airport Services,

Service Quality, Multiple Regression Analysis
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TuuFunvesnsdamsuinsasdelmi uunAnesszaunisalgndn (Customer
Experience) lesuauaulaegnaunn iesnnduiladvddyfidmanoninuiionela
AMUANA wazngRnssunslduinisluszezen (Lemon & Verhoef, 2016) lngtaniz
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semppguIUAUNIIAamnsall i ez lug anulifiensla (Taylor, 1994) Bt
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2. LL‘U’JﬁﬂLLﬂ%VIi}UﬁLﬁﬁ’lﬁUﬁzUUﬁ’J (Queuing Theory) 1JunsauLUIAALT
adlnransuaznsiansildlumsiinngitazesnuuuszuuuinisiiinissence Tng
siatfunuduiusserinesnsinisiniseagni (N uazdnsimsliuinng (W) deilna
foTryza1TenesuLarUTEANEAMYBITEUY (Gross et al., 2018) szUuAIUTENOUAIY
parUsEnavdAy laun uwraenidngndn nssuiaunsunds nalnnisliuinis sueleuy
Tfovesin MNuguUesTzUL LarlaTiaiswesssuUA Tausazesdusznauiinasienin
LadALALIEELLIANTEAREYRI IUINT AR TuuTunvesauuiy seuuiiidny o
Huszuunanedunou (Multi-Phase System) 1u dunoun1ndadu nsmsiadunisy
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Ju m3venuuusEUUAITIINzaudsunumddlunisansrazinaisonss Ll
UsednSamnislansnenns wazenseaudszaunisalvesylagans 1uidesuade wu
Li ez Wang (2020) 571819 Nguyen wag Tran (2022) §eatuayuiinisussendly
ynuiArannsagiefindssansamassszuuuinisluvuniiianuiuniugs Wy
syuuladadnduazauiudy

3. wAnAnITuAuAmNNIRUINswazszaunnsalgnl (Service Quality
and Customer Experience) \Jugnuilsasriusenevdifnlunisusaifiunadnivainis
1%u5n13 Tag Parasuraman et al. (1988) ldsiamnlaina SERVQUAL @ sa5u1891
AunmNTstviNsatunsadaleann 5 95 lou dnwaenianienin (Tangibles) A3
Fodald (Reliability) n1smeuawes (Responsiveness) AusTule (Assurance) wae
autelald (Empathy) vazdl Zeithaml et al. (2018) 93u7831 A mnsliuINS
Wunasnnisil3euiiisusenineanuaianiuaznissuivesgnan luduves
Usyauni3aignén Lemon uae Verhoef (2016) ¥l¥ilfiuin msadnsdszaumsniiindos
AsBUARUYNAANNEaTRIUIANT BeTnierianansensesne Tuusunvessemalneg

UITHVD9 AlgNaY WAL (2568) Wyt Msimusyuuladaindegnaliusednsain
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annsadivdanuansalunsudsiuvesesdng dsaenndeaiuunuimvesauiudy
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1. sULUUM38 mMsfnwadedliguuuun1sideidasuna (Quantitative
Research) laeidun1539e139d1519 (Survey Research) %aag'uﬁumﬂﬁm’mi’m%a%a
Mnnguiegdlurasamils WesSursdnuazvesiulsuasnageuauduius
semineinUiAne IFnsdinamanzauiuns@nsngAnssuuagiauaives
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2016)
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2. Uszrnstunisideasell Ae {lagasilduinisauniuneudes daly
aurntundUTuag lngasTiuiuninuazdanuvainnatensun 1ug nwae

v

UsguInImans hazngAnIsunIsiaun1e N1t endseyInsninaiasnna eaiy
TngUszasdvesmaidefis@nuinisianisnaisenssluiunesaunu dudmndludq
fAnukednkariANUdUtauYRINTEUIUNITIIUINIS

3. nguAags (Sample) {3Telanvuavruinnguiieg1adiuiu 400 Au lag
f95UNNUUINITRINTITBLTeUTINafiszyIvwanguiegluse fufanandl
ANUTEEdIMSUNITIAT N ad ALazaTaas oudnys vl TEu NS lAeg 1
Wwitngay (Hairetal, 2019) n1sAataanng uAlg19ld35 15 uuuvazaIn
(Convenience Sampling) #uduiEfenldluauddosuuinig esninauisadigs
Hrauwuvasunulad1euasiiunvauiudednAnaIuIaIkasnsneIns (Sekaran &
Bougie, 2016) il NSIMUANENRIBE19RINE IS ERNATDITUAN B VRIUITELT
dvaluviunaundu Ssdifldvinmsdnunnuasiimsmuisusdiseiiles

4. \n3eeilafildlun153ds fAdeldiamiuuuasuaiy (Questionnaire) Liu
wwsesilevdniumsiiusiurndoya Tnsuuvasuaniidnuazfuinpnauyszanan
(Likert Scale) 5 sediu faussedutionfianluauiannitan ioTrseduaruAndiuves
Amoulutszifusing 4 MAsdosiufulsnside uvasunmudsesnidu 3 du
loun duil 1 deyarhluveseunuuasuniy dwd 2 feyaiferiunisinnisianse
Aoy uavdud 3 Teyaiieriuuszaunsalilasans msmuedeiedananende
LLmﬁmLawqwﬁﬁL?{m%’aa WU LWIAANITTUILIANTEARY (Maister, 1985) Lulfn
AMANNNSIAUTNNT (Parasuraman et al., 1988) uaguuiAnUsyaun1saigned (Lemon
& Verhoef, 2016) iilolvinseunquiifvessuusegiansuiu
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F1uau 3 vy Fafianudsagdun1susnsdanis nMsusnis waznsive e
M91301AUADARG BIVDITBAINIUA VTR UL AIRURINITINY kasUTuUsauwn tala
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uennil nMsulanaredeldumnasinsinuaIT IR LLLT AT
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L‘ﬂugﬂﬁiiu (Sekaran & Bougie, 2016)

2. afiil¥eeusnu (Inferential Statistics) §3981¥N153ATIERINSARNBELTUHY
nyAad (Multiple Regression Analysis) Meannaeudninavasduusdase tdua ns
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