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ABSTRACT

The purpose of this study is to assess the service quality of U-Tapao Airport by collecting
data from the online social media opinions of users towards U-Tapao Airport. During the period
between 1 January 2017 and 31 December 2019, 68 opinions in Thai language and 98 comments in
English were obtained, for a total of 166 opinions. The opinions were analyzed by using
Sentiment analysis technique and prioritizing the development of U-Tapao Airport service to
impress passengers using the Importance-performance analysis method. Service attributes can
be classified into four groups. This study found that U-Tapao Airport needs to improve access.
Even though, the passengers pay attention to the access topic, they are not satisfied or impressed
with this service. The outstanding points which should be maintained is the airport facilities.
Keywords: importance-performance analysis, online review, service quality, sentiment analysis,

U-Tapao airport.
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Check-In 0 0 0 3 0 3 4 0 4
Passport Control 6 0 6 1 0 1 6 0 6
Security 4 1 5 5 0 5 7 1 8
Finding your way 0 0 0 0 0 0 1 0 1
Airport Facilities 13 3 16 16 3 19 23 8 31
Airport Environment 0 1 1 5 1 6 8 5 13
Arrival Services 0 0 0 0 0 0 0 0 0

Total 30 9 39 43 5 48 67 24 91
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seAuAuianelavauwsasaAudnyy IneUszendisn1sAIININNISANYIves Chen et al. (2022)
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anuAaiuluiazgudnvae WeRasannused Tud 2560 flasanslaesiu (Total) laisevivle
viadieiiien fie Access sioanlull 2561 fivhdeiiflavansliivseiiulaunis 4 o mﬂﬂmaﬂwmwmgﬂ
Useiliuianun 6 4o wilul) 2562 fdedigliuinisldseiulambeiiios 2 wade anaadnuned
gUszdiuitonun 7 4o

nazilefiasaninenadnuazmsliuimsnuiniide Access iensiidsauatu Sl
vaiflasansylng (TH) azdsesiulaludeduddlnsarsisnd EN) ldseitulalunnd Sedewals

2573 (Total) TAnuAniuBIaumanIsuSnIsiuauil

P59 2 ATLULANUAALIL (Sentiment score) oM SITUSMITUnAaLnaE Airport Services Quality

SEIN9Y WA, 2560-2562

2560 2561 2562
Service Attribute

EN TH Total EN TH Total EN TH Total
Access -0.29 0.00 -0.18 -0.62 1.00 -0.50 -0.61 0.19  -0.39
Check-In 0.50 0.50 0.67 0.67
Passport Control 0.17 0.17 -1.00 -1.00 0.67 0.67
Security 050 -1.00  0.20 -0.60 -0.60 0.14 1.00 0.25
Finding your way -1.00 -1.00
Airport Facilities 0.50 0.50  0.50 -0.29  -0.33  -0.29 0.10 0.50 0.21
Airport Environment 0.00 0.00 0.40 -1.00  0.17 0.60 1.00 0.80
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N1331A51EMUYaR 835 Importance-performance Analysis 11#1 Sentiment Score
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MTNT 3 Mg 1A NAIAYLarAINaNITALEIUUIEIU W.A. 2562

Service Attribute No. of reviews Importance Performance
Access 28 4.52 1.53
Check-In a4 0.65 a.17
Passport Control 6 0.97 a.17
Security 8 1.29 3.13
Finding your way 1 0.16 0.00
Airport Facilities 31 5.00 3.02
Airport Environment 13 2.10 4.50

NN 4 LAAINANITIATIZI IPA 91875 Data-centered method AMAMUEIAYLUITZAU
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AN 4 NAaNITIATIZY Importance-performance analysis V94U W.A 2562
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NAN15338
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W.A.2560-2562 LAIIANGUAMNANWULNITIRUINISAIEMATA Importance-performance analysis
(IPA) letanun1snsd 4 Tnafaviuanmunefanguiiuiasaudnvazgniamumain IPA uazly
vnnadnuariuansadu N/A AeluldulifflivinsuansmnudaiiufiAsdestuussiduty
Flofinnsanisnudnunriglduinsliaud@glaun Access way Airport Facilities 29132310

(% [

Sooglunguit 1 wazndui 2 lunnd Tay Access vidomsidiiniugnineglunguil 1 Concentrate here
fie AwiliuinnsldanudidyuasiinuAndiuinanisdidusnuinitfiaiands dadudeinig
vhomaugaziamsgatiulinnuddglunisiau WednuseazBeniiuduluaufai
vosliuinmuinsouindfiliuinslumnuduislneansiigs wassaansisaeiisudeseninsaundy
fududiodidnauseuliuinmstes dunnudniiuvveslduinmsyilvefifuunnaeingnasiaws
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M50 4 NAN1TIANGUVBIANENYAIENSTIUINTIINNNTIAEI Importance-performance analysis

299U W.A. 2560-2562

2560 2561 2562
Service Attribute
EN TH Total EN TH Total EN TH Total
Access 3 2 1 1 4 1 1 1 1
Check-In N/A N/A N/A 4 N/A 4 4 N/A 4
Passport Control 3 N/A a4 3 N/A 3 a4 N/A il
Security 4 3 4 3 N/A 3 4 4 4
Finding your way N/A N/A N/A N/A N/A N/A 3 N/A 3
Airport Facilities 2 2 2 1 1 1 2 1 2
Airport Environment N/A 4 3 4 3 4 4 4 2

1 Concentrate here, 2 Keep up the good work, 3 Low priority, 4 Possible over kill

ANy Airport Facilities visedsguiganuazantuawiniugnineglu ngui 2 Keep
up the good work Tull 2560 wa 2562 e Aswiflduinslimuddguasdinnudiuimanseuiunu
ganeands Fududsinmaienseugaznn mssnwaanuil’y Tnedlduinisdnlngusziula

lunstemdenazdsedevaamtinaunbiuinistuauiudu wilud 2561 orasglavansuaanili
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