


Voice of Customer - Executive Summary 
Monthly Report – Jan 2019 

Customer Relations & Services Quality Department (BKKSZ)  



Customer in Royal First Class  (Source : Data Warehouse – Jan 2019) 
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Customer in Royal Silk Class  (Source : Data Warehouse – Jan 2019) 
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Customer in Economy Class  (Source : Data Warehouse – Jan 2019) 

BKKSZ - Jan-19 4 



Our Respondent (Source : e-Survey – Jan2019) 
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Jan-19 – Age Range compared with Jan-18 

Over 64
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35 - 44

22 - 34

Under 22
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Jan-19– Nationality compared with Jan-18 
Others

Australian &
New
Zealander
North
American

European

Asian (Non-
Thai)

Thai

Australian & New Zealander 
North American 

European 

Others 
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Jan-19 – Purpose of Journey compared with 
Jan-18 

Others

Visit friends
/ relatives

Holiday

Business

Others 

Visit friends/Relatives 

Holiday 

Business 
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Jan-19– Flying THAI on Intl Route within 12 
month compared with Jan-18 

more than
20 times
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Jan-19 – Occupation compared with Jan-18 

Others

Government

Student

Retired

Employee

Entrepreneur

Management

Specialist

Specialist 

Others 

Retired 

Employee 

Entrepreneur 

Management 
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Jan-19– Check-in Chanel compared with Jan-18 

Self - Check - in
at Bangkok

Mobile
Application

TG Website

Airport check -
in counter

Self-Check-in  at BKK 

TG Website 

Check-in counter 

Mobile Application 
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Response Rate 
12% 

Send     :     Response 
30,183  :         3,957 

Satisfaction & Loyalty (Source : e-Survey – Jan2019) 
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Boarding

Lounge

Check-in

Website

Reservation & Ticketing
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69.65 
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82.17 
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43.10 

79.33 

63.87 

84.06 

73.00 

87.94 

Percentage 

Pre Flight Service 

Ground Service 

In Flight Service 

Post Flight Service 

1.69  

5.24  

1.91  

7.65   

2.46   

-4.21 

-0.56  

1.55  

-4.21 

-4.21 

1.87  

1.94  

1.13  

0.71  

3.31  

3.09  

% Diff from 
Jan-18 

       Overall Satisfaction with THAI  by Class (%) 

Class of Service Jan19 
% diff  Moving AVG  

(Jan-19-Jan-18) (Jan-18)-(Jan-19) 

All Class 78.58 1.37 77.80 

Royal First  90.77 11.02 83.66 

Royal Silk 79.17 3.21 77.25 

Economy 78.45 1.12 77.84 

Response Rate       17% 

Distributed          16,869               
Response               2,835 
  

The Net promoter Score is based on the fundamental perspective that every company’s  
customers can be divide in to three categories: Promoters,  Passives and  Detractors. 
Question asked: 
How likely are you to recommend THAI to others? 
 
 

                                                                Rating Scale : 
 
 

19.58  19.64  

29.51  30.63  

50.91  49.73  

Jan18Jan19

Jan-19 – NPS Group compared with Jan-18 

Promoter 

Passive 

Detractor 31.33  30.10  
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Jan-19 – NPS score compared 

with Jan-18 
Percentage 
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Jan-19 Top 5 reason for choosing THAI 

Percentage 
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Dissatisfied & Satisfied by Class 

Customer Feedback in January 2019 (Source : CFMS – Jan 2019) 
 

Complaints 

757 
(case:1MPAX) 

Commendations 

567 
(case:1MPAX) 

Total cases 
 
 
 

2,311 
870 cases in Jan18 730 cases in Jan18 

Y class “Damaged Baggage” 

F & C class “Quality of Meal” 

Complaint : Commendation Ratio   

January-19 

Telephone Contact  1 : 0.00 

thaiairways.com 1 : 0.00 

Reservation and Ticketing Service 1 : 0.16 

Check-in 1 : 0.27 

Lounges 1 : 0.70 

Boarding 1 : 0.92 

Attitude of Cabin Crew 1 : 8.58 

Performance of Cabin Crew 1 : 3.77 

Defect/Malfunctions 1 : 0.00 

In-flight Entertainment 1 : 0.28 

Meals/Dessert/Snack 1 : 0.93 

Baggage Handling on Arrival 1 : 0.00 

Handling of flight Irregularities 1 : 0.03 

Remark : Complaint =1 

Complaint = 1 

C & Y class  “Service mind of Cabin Crew” 

F class  “Efficiency of Cabin Crew” 
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