Customer Feedback in Ground Services - January 2019
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Customer Feedback in Ground Services - January 2019

TANAR LUNINTIN 3 AUALLTN (NNADTLATYNALETNNG) lHun

1.AMARIDUAL 1 A "Baggage Handling on Arrival; Damaged baggage/items inside/wet baggage"

- N5zl Rimowa YnNNIsunNUANAINLeL w:qﬁuﬁy@ﬁﬁ (TG921 FRABKK F Class)

- | was travelling on Business Class, | reported the baggage damaged right after the plane landed. (TG655 ICNBKK C Class)

- | just knew my baggage have some damage when | went to bus station. (TG602 BKKHKG Y Class)

2. MARIAUAL 2 AD "Seat Assignment; Cannot get seat as requested(despite coming early)"

- We paid a lot of money for the service but it was disappointed that the seating is first come first serve. (TG934 BKKBRU C Class)

- | requested at the check in desk if we could have an extra leg room seats and the staff informed that our seats were front row with extra leg room. But during the transit in Bangkok our
seats were not the seat with extra room. (TG916 BKKLHR Y Class)

- When | checked in, | asked check-in staff to give me an aisle seat in front of cabin. However, when | boarded, | found that | got the middle seat in the back. | wonder why she gave me this
seat when numbers of aisle seats were available. I'm very disappointed that she disrespected my request for a preferable seat. (TG322 DACBKK Y Class)
3.AARIBUAL 3 AR "Arrangement during irregularities; Poor arrangement"

- wasanfilieniu TG663/07DECTS 'ﬂi‘::ﬂ’]ﬂ?;lﬂLaﬂLL@&U@ﬂTﬁEﬂmﬂ@Wm\WWﬂLﬂdjl"a\‘iiﬂﬁl Gate ﬁisiﬁm?ﬁ'ﬂmiﬁuﬁfﬁmﬂmiu,az”l,u'mmiﬁﬂﬂﬁﬂ%@fjwﬁmxaw%mw M linnANdLauduae
Auf1isnnsa9Anzsiadlil Personal Assistant ﬂifmﬂj‘xmmmﬁ”umafﬁuimﬁmgqwrwL@\ﬁmﬂm\a Avlgsuiendulmldunau ludusuiud o 4 vinw aan 9 vinu LLﬁiﬁﬁﬁﬂ@ﬂi“%uﬁqﬁ‘ﬁ@f%ﬁu’m 23
Vi Beadunialnedunlsevsn (TG663 PVGBKK C Class)

- The flight was cancelled so we went back through Vietnam immigration, picked up our luggage and were driven by buses to a hotel, where we are told that not enough rooms are available
and they will put together several men into one room like in the YMCA. (TG557 SGNBKK Y Class)

- We had to sit on the airplane at the time of the delay for 4 hours, got little to no information at all during the delay and didn’t get any food served during that delay, just a glass of soda and a

cracker. (TG961 ARNBKK Y Class)
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Customer Feedback in Ground Services - January 2019

danagalunIngay 3 auALwsn (naniuazynqaiisnig) G

1.ATINFIDUAL 1 AR "Attitude and Care of Check-in Staff; Helpful, kind"

- °u@%wnuwﬁnmuv‘ﬁﬁﬁu@mﬂ@ﬁﬂmi‘f?mﬁ*mquﬁﬁlﬁm’m‘ﬁwmaﬂLmﬂﬁﬁ’wLLuzﬁﬂLﬁlmﬁu LWNANTNITLAENG (TG323 BKKDEL Y Class)
- wieuiieine s aauliinnutas waeaun (TG104 BKKCNX Y Class)

- The check-in staff at AKL was helpful. (TG911 LHRBKK Y Class)

2. ANTNFIAUAL 2 Ad "Performance and Efficiency of Lounge staff; Professional, efficient, excellent service"

- NNTLENT MY Lounge A (TG676 BKKNRT F Class)

- NNTUENT MY Lounge ANIN (TG648 BKKFUK C Class)

- The lounge staff was simply fantastic. (TG211 BKKHKT Y Class)

3.ATugeduau 3 1 2 Usziau Aa
3.1 "Performance and Efficiency of staff at boarding and departure area; Professional, efficient, excellent service"
- Wiined Boarding gate 1#iAanuazaqnd (TG676 BKKNRT F Class)

- The service from boarding staff at Changi was seamless. (TG410 SINBKK Y Class)

- We had a little problem with ATM service while we were on the moving walkway to the gate, your male staff ran to us and asked if we were going to Thailand. We said yes and he said the
flight was about to take off and we were the 2 missing passengers. So we ran to the gate and finally got on board successfully. If the staff hadn't rushed to us, we wouldn't have had such a
superb trip in Thailand. Once again, thank you for your help. (TG607 HKGBKK Y Class)

3.2 "Performance and Efficiency of Check-in Staff; Professional, efficient, excellent service"

- wiineaniiaes Check in 1iiinsfnanuayaanuazsani3a (TG648 BKKFUK C Class)

- The check-in experience at BKK was excellent with helpful staff. ( TG911 LHRBKK Y Class)

- | just wanted to congratulate one of your staff, a man at the desk at Bangkok airport named Rungsimar S. was efficient, friendly and very helpful. He is a true professional!
(TG337 BKKMAA Y Class)
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Customer Feedback in Ground Services - January 2019

Bangkok Station

25 Top complaints issues at Bangkok station
Type of Issue - - -
23 -Complaint - Seat Assignment; Family/companion not seated together
= Commendati - Attitude and Care of Check-in Staff; Unhelpful, unkind, No service mind staff, inattentive, impatient
20 on - Arrangement during irregularities; Poor arrangement, Inadequate assistance
- Baggage Handling on Arrival; Delayed baggage, baggage not arrive on the same flight
- Performance and Efficiency of Special Unit staff (LP-S) on Arrival; Chatting, reading, eating,
é 15 etc. ,Unprofessional, inefficient, Basic service delivery for UM/YP/Elderly pax and Disabled/sick pax
% - Performance and Efficiency of Lounge staff; Unprofessional, inefficient
10 9 9 - Performance and Efficiency of Check-in Staff; Unprofessional, inefficient
8 7 8 - Facility in Lounge; Language, local newspapers, Number of toilet/shower room not enough,
3] Toilet/Shower room was out of order, broken
5 3 - Attitude and Care of Other Airport Staff; Impolite words/manners, not apology
. , - Alternative Flight Arrangement; Poor alternative flight arrangement
0 . - = Complaints to Commendations Ratio = 1: 0.36 |
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Abroad Stations
40 Type of Issue Top complaints issues at Abroad stations
‘Complaint - Seat Assignment; Cannot get seat as requested(despite coming early), Cannot get booking seat
- * Commendati - Arrangement during irregularities; Poor arrangement
30 o - Performance and Efficiency of Check-in Staff; Unprofessional, inefficient
§ - Baggage Handling on Arrival; Poor service returning delayed baggage
% 24 - Upgrading, Downgrading at Check-in ; Dissatisfied with downgrading criteria/procedure
ot - Performance and Efficiency of Special Unit Staff (LP-S); Basic service delivery for
a UM/YP/Elderly pax, Disabled/sick pax
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Customer Feedback in Ground Services - January 2019

Provincial Stations

S Type of Issue Top complaints issues at Provincial stations
Complaint
B Commendati - Performance and Efficiency of Check-in Staff; Unprofessional, inefficient, Visa/travel document
4 on improperly checked
o
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Customer Feedback in Onboard Catering in January 2019 &3 THAI

Complaint in Onboard Catering Year 2017 -2019 Commendation in Onboard Catering Year 2017 - 2019
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Customer Feedback in Onboard Catering in January 2019

Complaints&Commendation by Class
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Complaints to Commendations Ratios of Onboard Catering in January 2019
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Overall Complaints and Commendations of In-flight Service in January 2019

Complaint in In-flight Service Year 2017 - 2019 Commendation in In-flight Service Year 2017 - 2019
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Top Complaints and Commendations of In-flight Service in January 2019

Cases : 1 MPAX Complaints and Commendations in January 2019
400
= Complaint
m Commendation
300
201
200 190
100
52 50
- & 19 10 15 4 13 7 10 4 6 o 6 o 11 20
0
Defect/ Performance Attitude Seat In-flight Cabin Items WIFL Disruptive/ Others
Malfunctions of Cabin Crew of Cabin Crew Entertainment  ambience Distributed on board Unruly
in Cabin Passenger
on Board

gslansumnudaiunavanda (Customer Feedback) iisisanisusnisuuiadasiiunluidauunsiay 2562
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1. szuugsyiuiveinge ( Defect/Malfunctions) "My inflight entertainment system was not working during the long flight." (TG962/BKK-ARN,Y/Class)

2. UszansnnnisufiiGeruaaswiinviusiausu (Performance of cabin crew) "Service on this flight was mediocre and not up to the usual standards we are normally used to when travelling
on Thai Airways." (TG910/BKK-LHR,Y/Class)

3. iidunduaznistanlaldiouarsaasniinerudausu (Attitude of Cabin Crew) wilnonusiausuugaafzanuazlznnalignin "The team member of the flight has been very aggressive in their

behavior. At the time of flight descent preparation, one staff came to me and pushing my chair while I was asleep, I have never seen such a bad manner by the staff like this." (TG314/CCU-
BKK,Y/Class)
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Overall Commendations of In-flight Service in January 2019
Usziduiianaqain 3 Suduusn

1. fiduaduarnistanlaldninasisuaswiinaudausu (Attitude of Cabin Crew) wilnousaufuuudmfiuniansaiala gaw wa1lalduavquaiiiuaeiod "T would like to extend a huge thank
you to Thai Airways for the awesome service that provided to me. The service quality on this flight was top class with a great attitude staff." (TG491/BKK-AKL,Y/Class)

a va

2. Usrdnsnwnisufiderunaswiineudausu (Performance of Cabin Crew) wilnousausulfiidwiniiacrofitsz&naaiw "The cabin crew provided pleasant service and made this flight
comfortable " (TG308/CMB -BKK,C/Class)

3. Adsuun3aviiu (Seat) ilsazainaune "Seats are comfortable.” (TG675/PEK-BKK,Y/Class)

Complaints and Commendations of In-flight Service by Class of Service in January 2019

Complaints and Commendations By Class
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szidusidaruuuinis

2iunile (Royal First Class) endigegatvindud 2 sz da

- ynainsaluaslddiudAuanuuiaIas(Amenity kits) lai'leiunasgu "n&nSourivilviusnsg 'l Premium” (TG661/HND-BKK,F/Class)

- syuussvuiv/alnsal In Seat Power Outlets uuta3aviige "Safety video shown on pull down screen and arrival video not working as screen didn’t work." (TG476/SYD-BKK,F/Class),
"Despite 240V. power outlet doesn’t work, I couldn’t use my laptop and charge my phone throughout the flight." (TG476/SYD-BKK,F/Class)

2ugsAa (Royal Silk Class) fiFndigesaiias Milsuuia3asainge "My seat was broken and it caused my legs started hurting and it was beyond discomfort. I paid much more than economy
class for a reason but it was disappointed and felt the pain on this travel." (TG657/ICN-BKK,C/Class)

siulsniin (Economy Class) fifdgoaaiias witnousausuilfiideruunwsas "We were not offered water or juice throughout the night and I could not find an attendant when I ventured to
the galley. In our experience we have found other air carriers now circulate with juice or water for passenger care and comfort throughout the night." (TG917/LHR-BKK,Y/Class)
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Complaints and Commendations of In-flight Service by Route Area in January 2019
Complaints and Commendations By Route
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Australia&New Zealand

dfunile fg9daidad adnsal In Seat Power Outlets uuia3aszingm "Despite 240V. power outlet doesn’t work, I couldn’t use my laptop and charge my phone throughout the flight." (TG476/SYD-BKK,F/Class)
2fussAa ﬁagas{m%ha ﬁﬁo‘z’i’rgm "The seat recline inoperative." (TG466/MEL-BKK,C/Class)

Auilszudia Ggoaaas nsdfidouaasninausausuunnsas Lifilszdnanin "gadalisavraulunsanagauanulaanduuaclaasisiauiiiaiasas Take off uay Aauia3asay Landing iasanafiglnassiandu

ladasAudunsaviiadseeiiandurasuaranlliziviasih luaaeifidgydnwal Belt on uaavag usbifinnsidauanngndaiasnmanulaassozasyiaeas uanandifolfiasiasndsintacduiiiiaaassasaauay
aaa Cart linarvviasTaaaisduaratAndunsiasaslaassle” (TG465/BKK-MEL,Y/Class)

Europe

2iunile Agedaidas Wi-Fi Afiliiusansuuiadas "All 4 wifi access cards that I received are showed "this code has expired". I am very disappointed." (TG931/CDG-BKK,F/Class), "The wifi card is not enough data to
work on." (TG930/BKK-CDG,F/Class)

Aussia Aaguaavindud 2 dszidu Aa

- snanslussuuaseiuie liviuade "The entertainment selection was same as when I flew to LHR on 18th December. Being a frequent traveler on THAL, one would hope that movies and other entertainment
are updated monthly." (TG911/LHR-BKK,C/Class)

- nilerhim "My wife’s seat was broken, it was completely unmovable so she had to stay seated all night and our baby couldn't sleep. We are very disappointed about that." (TG963/ARN-HKT,C/Class)
afuilsyuda AdgogavinAufl 2 dsuidu da

- Msdfideruzasniinoudausuunwsas lufidssd@naniw "The staffs were completely untrained in dietary requirements. My son is Gluten free and I am a Vegan. We were continually brought the wrong
meals and the staff just didn't give a toss! They were rude and intransigent." TG916/BKK-LHR,Y/Class)

- szuudseiuivdige "On our flight the entertainment system in one of the seats didn't work, which we told the cabin crew. After more than 2 hours one member came by to look after the problem but
couldn't fix it." (TG921/FRA-BKK,Y/Class)
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Complaints and Commendations of In-flight Service by Route Area in January 2019

Southern

stussAa Lifiusufuddgean

afuilszvidia ﬁqoa’gm%ao seuuaseiuivange "The in-flight entertainment was not working for both flights. The screen was not working even though the flight attendants tried to reset the computer many
times." (TG432/DPS-BKK)

Westhern

ussAa Agoanidas 7ile/yWeringm "Seats are old and don't work properly." (TG315/BKK-DEL,C/Class), "The headphones were not working on one side." (TG315/BKK-DEL,C/Class)

wilszugia Agugaizay nsUfidoruuaswiinouunwsas lufilss&nén1w "The cabin crew was least bothered in interacting with passengers. When I asked for some nuts to go along with the drinks, the cabin
crew served me with a very weird look like I asked him for some million dollars." (TG318/BOM-BKK,Y/Class)

|2

Ie2,

Northern

Atunile Adgeraindud 2 dssidu da

- yauauiiliudnisuuadacglai premium "nsusnsyeauaudvalniludu Royal first class ﬂ?aﬁﬁﬁuﬁﬁuamsﬁmﬁnuaiﬁﬂnmswmanﬁummw usanaianduasonauAnIbindsimnzyinigaassia g
wazilyvndiiinavinilduarliaus waghisnnsasmuldiduianls™ (TG661/HND-BKK)

- mMwauasian/aw'lide "miﬂ%uﬂ‘;jamwuum‘fﬁﬁ‘l,u”u%n']iuum‘s‘m fueiFaoag" (TG677/NRT-BKK,F/Class), "amwauastalinaud aw'lide aafia" (TG676/BKK-NRT,F/Class)

JussAa fgega3ag sruuaisziuiieanga "My entertainment system been reset twice while I was watching a movie, so I have to restart again." (TG689/ICN-BKK,C/Class)

Aulszusia Ggoaniias svuuasviuioange "ssuu In-flight entertainment (& aflailsiae” (TG639/HKG-BKK,Y/Class)

Middle East

2Auss54ia s‘iagmm%‘laa nsUfidoruaasniinoruunwsas Lifilssdngaiw "The behavior of staff on board was horrible. I felt that I am travelling in lower than economy class. Me with my wife went to Thailand for
our Anniversary and were coming back. We were allotted 2 separate seats on my request while boarding the aircraft the purser promised me to discuss some other passenger and to do as requested. But she
never turned back to me. The behavior of Air Hostess was very much non co-operative. She refused to serve second drink and no salad and dessert was served. Only One vegetarian meal was served whereas
we had booked both vegetarian meals." (TG517/BKK-DXB,C/Class)

Aulszuda Lifilssauddgoa

ndo-China

ussAia Agugatsay Ludyiuanuulasas "Headphone was not providing for a business class passengers in short flight." (TG560/BKK-HAN,C/Class)

wilszutia dgogaisay inwslunsudlailayvrzaswiinoulifidss&ninaaw "I was further embarrassed and anguished at the fact that the cabin crew later took away the Hindu meal and served me a
vegetarian meal that was already half eaten by someone from a previous flight. I am absolutely shocked at the service provided by the crew." (TG561/HAN-BKK,Y/Class)
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- Msdfidu/inwslunsuatiginuaswiinouunwsas Lufidss&naaw "When beverage service, the flight attendant only asked passenger next to me, but ignore to ask and provide water to me. (TG110/BKK-
CNX,Y/Class), "wu-j'wﬁsmmaﬁnﬁmﬁm{ﬂnmaomLﬁuosumuuazﬁmmzﬁﬁoa:i'mr;ial,ﬁao Taudaninousausulvuannandnidauns Li'laualadgmidenan v vinlusdnlaidsgviulatunisidunie” (TG104/BKK-
CNX,Y/Class)

- wiinouhilviauhamda Liflalunisusans "seuinesaglaassvinududundasaduasdduiainisuiuminan ddufiaszamanviavanludindugnidaiagasetiy ddusainszdainanazianniiaawniu
wulihinuanasay saauaiacdu danasadudady uasiigndainuinsdswas AdelifilasiauanTfiaviamauniy ddufiaameanudugniFaauduilaanulldousasousn naulsaminauin “bifiae” uasd

vuvne'ld dotuzawiumfzasdduiannisiiaiiu wialaliaeain (aawutinn) Alifigndainunainidainis Waddusasnsidudainundamindadmvand dudnatludungnda MW muufidaagflifilas
1 Adudviainszaneiugiadlugetausdanunguinnlsunsansunaavarisiiaidawin iand ddudningnizamsdoinnainisuasiinasisuazizladuginasaisuinninid" (TG105/CNX-BKK,Y/Class)
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